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Why  a  Customer  Service  Guide? 


The  purpose  of  this  guide  is: 

•  to  support  the  OJS's  commitment  to  offering  accessible  services  in  a  sensitive  and  equitable 
manner  to  a  diverse  clientele. 

•  to  help  staff  understand  the  importance  of  setting  and  adhering  to  service  quality  standards  in 
the  proactive  delivery  of  customer  service,  in  both  official  languages. 

•  to  increase  employee  awareness  of  service  quality  gaps,  and  to  help  them  acquire  the  skills 
necessary  to  close  these  gaps. 

•  to  give  employees  the  tools  needed  to  identify  OJS  customers  and  how  to  serve  their  needs  in 
the  official  language  of  their  choice. 

•  to  deliver  courteous,  effective  and  bias-free,  customer-centered  services  to  both  internal  and 
external  customers. 

•  to  increase  awareness  of  the  cultural  diversity,  needs  and  rights  of  OJS  customers,  including 
persons  with  disabilities. 

The  Office  of  the  Co-ordinator  of  French  Language  Services  (OCFLS)  developed  this  guide  for 
staff  in  the  OJS  whose  job  it  is  to  provide  customer  service. 

The  relationships  between  you,  your  co-workers  and  your  customers  are  important.  Our  hope  is 
that  this  guide  will  help  you  enjoy  your  work  and  reduce  stress  you  may  feel  while  performing 
your  responsibilities.  We  hope  you  will  find  this  guide  useful  in  dealing  with  both  internal  and 
external  customers. 

You  may  feel  that  some  of  the  information  is  aimed  at  managers  and  supervisors  and  that  it  is  not 
useful  to  you  in  your  particular  job.  However,  since  the  OJS  is  dedicated  to  equity  and  fairness  in 
the  workplace,  it  is  our  feeling  that  the  more  you  know  about  the  policies  and  issues  that  affect 
your  work,  the  better  you  will  be  able  to  understand  the  decisions  taken  by  the  OJS,  the 
government  and  your  manager  and  supervisors. 

This  guide  may  be  used  as  a  refresher  course,  in  a  group  discussion  or  as  an  overall  training 
package.  Because  the  guide  is  comprehensive  and  cannot  be  absorbed  in  one  sitting,  we 
recommend  that  you  exercise  your  own  control  and  read  it  in  a  way  that  best  serves  your  needs. 
Of  course,  you  may  begin  at  the  beginning  and  work  your  way  through  to  the  end,  but  on  the 
other  hand,  you  might  prefer  to  leaf  through  the  pages  or  check  out  the  Table  of  Contents,  Index 
or  list  of  Appendices  and  then  move  back  and  forth  through  the  text  as  your  interests  and  needs 
dictate. 

We  have  also  produced  the  Manager's  Guide  which  gives  formal,  detailed  information  on 
providing  customer  service  in  the  official  language  of  the  customer's  choice.  Occasionally  there 
are  references  in  this  guide  to  the  detailed  information  available  in  the  Manager's  Guide. 

The  information  in  this  guide  reflects  the  type  of  questions  we  most  often  get  from  OJS 
employees  who  must  provide  customer  service.  This  guide  touches  on  all  aspects  of  customer 
service.  French  language  service  represents  only  one  part  of  the  customer  service  equation,  like 
giving  referrals  or  handling  difficult  situations. 
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The  following  is  a  short  description  of  each  part  of  the  guide.  Refer  to  the  Table  of  Contents, 
Appendices  or  Index  for  details. 


Why  a  Customer  Service  Guide? 

□  Customer  service  is  an  important  part  of  our  work. 

□  The  people  we  consider  our  customers:  both  internal  and  external. 

□  The  makeup  of  the  francophone  community  in  Ontario. 

0j.  □  The  types  of  services  OJS  provides  to  Ontario’s  diversified  if  ancophone  community. 

Part  I:  Why  Provide  Customer  Serv  ice  in  English  and  in  French? 

□  The  laws  that  give  French-speaking  people  the  right  to  receive  services  in  the  language  of 
their  choice. 

□  Who  is  responsible  for  providing  French  languages  services  (FLS). 

□  The  functions  and  services  of  the  Office  of  the  Co-ordinator  of  French  Language  Services 
(OCFLS): 

□  The  responsibilities  of  the  Office  of  Francophone  Affairs  (OFA)  in  providing  FLS. 

□  The  areas  in  Ontario  where  OJS  provides  FLS. 

Part  II:  What  Is  Service  Quality? 

□  How  can  we  offer  quality  service  in  both  official  languages. 

□  Practical  examples  of  situations  we  may  encounter  in  our  work. 

Part  III:  How  Can  We  Offer  User-Friendly  Customer  Service? 

□  Communicating  effectively  in  both  English  and  French  over  the  telephone,  at  the  counter 
or  in  written  correspondence  with  both  co-workers  and  outside  customers. 

□  Tips  on  communicating  without  bias. 

□  Communicating  to  prevent  misunderstandings  and  to  promote  access  to  services  in  the 
customer's  choice  of  official  language. 

Part  IV:  What  Other  Bilingual  Services  Do  We  Provide? 

□  Services  OJS  offers,  such  as  publications,  signs  and  meetings. 

Part  V:  What  Resources  Are  Available  to  Help  Us? 

□  A  list  of  useful  multilingual  resources  that  we  can  use  to  assist  customers. 
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Appendix  A:  English  to  French  Translations 

□  Lists  of  words  and  phrases;  ministries,  boards  and  agencies;  and  proclamations  used  in 
court  that  you  may  find  useful  as  you  proactively  offer  services  to  customers  in  their 
choice  of  official  language. 

Appendix  B:  Sample  Forms/Letters 

□  A  few  sample  forms  to  photocopy  and  keep  near  the  telephone  or  at  the  counter  as  you 
offer  service  in  the  customer's  choice  of  official  language. 

D  Some  forms  are  included  strictly  for  your  information,  such  as  the  Request  for  Translation 
form.  '.yri’j  !;.--:  :  :  ’  :  •  : 

Appendices  C  to  I: 

□  Information  about  where  and  how  OJ S  offers  FLS  in  Ontario. 

□  A  map  of  the  designated  areas  and  areas  serving  designated  areas. 

□  Information  on  using  diacritics  (accents)  in  French. 

□  Information  on  translation  services  and  which  publications  are  exempt  from  translation. 

□  Helpful  How  do  1 . . .?  section  which  outlines  the  steps  required  in  answering  the  phone, 

training  in  the  French  language,  organizing  a  French  trial,  designating  or  de-designating 
positions  within  both  ministries,  evaluating  employees'  French  language  skills,  translating 
various  documents,  etc. _ _ _ 


The  OCFLS  welcomes  any  comments  you  have  about  this  guide.  Feel  free  to  write,  telephone,  fax 
or  return  the  evaluation  form  provided  at  the  back  of  the  guide.  Your  feedback  is  important  to  us. 
We  will  be  pleased  to  incorporate  your  suggestions  in  updates  of  this  manual. 
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Terms  and  Acronyms  Used  in  the  Guide 


The  following  is  a  list  of  some  of  the  terms  and  acronyms  frequently  used  throughout  the  guide. 

alternate  format . braille,  large  print,  diskette  or  audio  cassette. 

bilingual . English  and  French. 

designated  area . one  of  twenty-three  areas  in  the  province  of  Ontario 

(See  map  and  list  on  page  183)  that  must  offer 
government  services  in  the  French  language,  as 
required  by  Ontario's  French  Language  Services 
Act. 

designated  position . a  position  required  for  providing  services  in  French 

to  the  public.  The  person  in  this  position  has  the 
level  of  linguistic  skills  required  to  provide  services 
in  French  of  the  same  quality  as  services  provided 
in  English. 

FLS . French  Language  Services. 

MAG . . . Ministry  of  the  Attorney  General. 

MSGCS . Ministry  of  the  Solicitor  General  and  Correctional 

Services. 

OCFLS . Office  of  the  Co-ordinator  of  French  Language 

Services. 

OFA . . . Office  of  Francophone  Affairs. 

official  languages . English  and  French,  the  official  languages  of 

Canada  and  of  the  courts  of  Ontario  as  provided  in 
section  125  of  the  Courts  of  Justice  Act. 

OJS . Ontario  Justice  System. 

OPS . Ontario  Public  Service. 
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Customer  Service  - 
What  We  Are  All  About 


One  of  the  fundamental  building  blocks  of  effective  customer  service  is  putting 
ourselves  in  the  customer's  shoes  and  viewing  things  from  his  or  her  perspective. 


Customer  service  is  a  large  part  of  our  work  at  the  Ontario  Justice  System  (OJS).  Providing  good 
customer  service  involves  delivering  accurate  information;  being  accessible,  respectful,  responsive 
and  prompt  in  serving  our  customers;  and  understanding  and  respecting  their  needs,  including 
service  in  the  official  language  of  their  choice. 

Customer  service  has  two  dimensions: 

•  The  procedural  dimension  involves  service  delivery  systems.  Managers,  for  example,  are 
responsible  for  including  French  language  service  requirements  in  the  early  stages  of  their 
project  or  program  planning,  budgeting,  office  management  and  policy  development 
processes.  A  Manager's  Guide  To  French  Language  Services,  published  by  the  OCFLS, 
provides  detailed  information  on  procedures  to  follow. 

•  This  manual  focuses  on  the  personal  dimension  of  customer  service.  This  dimension 
includes  the  attitudes,  behaviours  and  communication  skills  that  are  involved  in  the 
customer  service  delivery  process. 


The  Service  Delivery  Process 


Customer  service  is  a  delivery  process. 

Supplier  Service  Customer 

A  supplier  is  someone  who  provides  services  (e.g.  material,  information)  to  the  customer  (the 
recipient  of  these  services).  Both  the  supplier  and  the  customer  are  directly  involved  in  the  service 
delivery  process. 


Supplier  Service  Customer 

*  * 

Customer  ^  Service  Supplier 

In  the  service  delivery  process,  everyone  has  a  customer  and  everyone  is  someone  else's  customer. 
Both  internally  and  externally  you  are  a  supplier  because  you  provide  material,  information  or 
services  to  others  in  your  organization,  the  Ontario  Public  Service  (OPS)  or  to  outside 
organizations. 
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Both  internally  and  externally  you  are  a  customer  because  you  receive  material  or  information 
from  other  people  or  organizations.  For  example,  you  are  a  customer  of  the  OCFLS.  The  Co¬ 
ordinator  provides  you  with  advice,  legal  interpretations,  translation  services,  evaluation  services, 
etc. 


Who  Are  the  Customers 
Served  by  the  O  JS? 


MAG/MSGCS  employees  provide  both  external  and  internal  services.  Serving  internal 
customers  (colleagues  and  co-workers  in  the  OPS  is  just  as  important  as  serving  external 
customers  (the  Ontario  public). 

Service  in  English  and  in  French:  Why? 

English  and  French  are  the  official  languages  of  Canada.  In  Ontario,  French  is  an  official  language 
of  the  courts  and  in  education  (see  Part  I).  MAG's  French-speaking  external  customers 
communicate  with  the  Province's  bilingual  court  system,  while  those  served  by  the  MSGCS 
communicate  with  Ontario's  policing  services  (O.P.P.),  probation  and  parole  offices  and 
correctional  facilities.  It  is  through  the  OCFLS  that  these  customers  do  business  with  both 
ministries.  As  representatives  of  the  OJS,  our  duty  is  to  ensure  that  our  customers  are  served  in 
the  official  language  of  their  choice. 


It  is  important  to  remember  that  the  OJS  public  includes  interest  groups  and  organizations  who  do 
business  with  us.  In  fact,  when  any  group  becomes  a  business  client  of  both  MAG  and  MSGCS, 
they  are  entitled  to  receive  services  in  French  or  English,  the  language  of  their  choice. 


"At  Your  Service". ..In  English  &  French 


6  Ontario  Justice  System 


Francophones  in  Ontario 
A  Diverse  Community 


To  understand  the  role  of  the  OJS's  FLS  program  and  how  it  serves  this  community,  it  is 

important  to  be  aware  of  the  diversity  of  francophones  in  Ontario. 

/  _ 

In  1610,  Etienne  Brule  was  the  first  European  to  arrive  in  Ontario.  In  1615,  Samuel  de 

Champlain,  founder  of  Quebec  City,  set  off  to  explore  what  was  then  called  Huron  country.  A 
little  later,  in  1639,  the  Jesuit  fathers  founded  the  mission  of  Sainte  Marie  south  of  Georgian  Bay. 
This  was  the  first  European  settlement  in  North  America.  During  the  17th  and  18th  centuries, 
several  other  French  settlements  were  established:  Fort  Frontenac  (Kingston)  in  1673, 
L'Assomption  (Windsor)  in  1749,  and  Fort  Rouille  (near  Toronto)  in  1751.  Following  the 
withdrawal  of  France  in  1763,  francophones  were  divided  with  the  creation  of  Upper  Canada  and 
Lower  Canada. 

Over  the  centuries,  peoples  from  many  countries  and  cultures  have  joined  the  Aboriginal  peoples 
and  the  first  settlers,  making  Canada  unique  among  nations  in  terms  of  bilingual  heritage  and 
multicultural  diversity.  Although,  for  many,  Ontario  is  an  adopted  home,  for  Franco-Ontarians  it 
is  a  country  of  origin.  Francophones  have  their  roots  deeply  anchored  in  our  province.  Ontario  is 
home  to  more  than  half  a  million  francophones  and  about  1.3  million  French  speaking  people  -  the 
largest  group  of  French  speaking  Canadians  outside  of  Quebec. 

In  the  last  two  decades,  the  immigration  flow  has  shifted  and  has  resulted  in  a  more  racially,  more 
ethnically  and  culturally  diverse  Ontarian  francophone  community.  There  has  been  a  considerable 
increase  in  immigration  from  francophone  countries  such  as  Zaire,  Senegal,  Cameroon,  Mauritius, 
Somalia,  Haiti  and  Vietnam.  French  is  the  language  of  integration  for  these  immigrants  although  it 
is  their  second  language.  When  services  are  not  available  to  them  in  their  first  language,  many  of 
these  new  Canadians  share  a  common  desire  to  participate  fully  in  Ontario's  society  in  their 
second  language  -  French. 

In  response  to  the  needs  of  this  large  client  base,  the  OJS  is  committed  to  providing  its  wide  range 
of  services  in  French.  Further  changes  in  demographic  characteristics  will  continue  to  present  a 
challenge  for  the  OJS  in  terms  of  recruitment,  selection  policies  and  practices,  but  even  more 
importantly  in  the  delivery  of  services  which  are  sensitive  to  this  diversity. 
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What  Services  Do  We  Provide 
in  French  and  English? 


OJS  provides  services  directly  in  English  and  French  and,  where  appropriate,  in  alternate  formats 
in  both  official  languages  to  persons  with  disabilities.  These  services  include: 


Oral  Communication 


•  over-the-counter  services 

•  telephone 

•  voice  mail 


•  telephone  information  services  (including  touch-tone  information  and  TTY) 


•  interviews,  public  visits  and  meetings 

•  public  information  centres 

Written  Communication 

•  public  information  materials 

•  letters  (including  writing,  word  processing,  editing  and  revising  text) 

•  directives  and  notices  to  the  legal  profession 


Service  quality 
means  providing 
services  to  !• 
customers  in  a  •: 
w«y  that  meets 
their  needs  j::. 


•  all  forms  (including  computer-generated  court  forms  or  facsimile  sheets,  certificates, 
employment  listings) 

•  stationery 

•  reports  and  grant  applications 
Media  Services 

•  news  releases,  fact  sheets,  speeches  and  statements 

•  media  liaison  services 

•  publications  distributed  (including  pamphlets  and  reports) 

•  advertisements  (including  job  advertisements  and  telephone  listings) 

•  promotional  materials  (including  posters,  buttons,  etc.) 

•  audio-visual  material,  exhibits  and  displays 

Public  Meetings 

•  a  French-speaking  staff  member  must  be  present  to  provide  FLS  upon  request 

•  a  separate  francophone  invitation  list  should  be  developed  to  encourage  participation  of 
francophones  at  meetings  and  to  ensure  no  community  group  is  overlooked 
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•  separate  meetings  held  in  French  only  are  encouraged  where  numbers  warrant  it  or  when 
the  nature  of  the  subject  matter  requires  it 

Signs 

•  interior  signs,  including  hand-written  signs  on  counters,  doors,  walls  and  desks  in  offices 
delivering  services  to  the  public 

•  exterior  signs  on  government  buildings  and  facilities,  projects,  temporary  office  locations, 
exhibitions,  vehicles,  provincial  roadways  and  plaques. 

Uniforms,  Badges,  Business  Cards 

•  uniforms  and  identification  badges 

•  business  cards  for  bilingual  staff 

Human  Resources 

•  job  advertisements  in  both  official  languages  for  bilingual  positions 

•  interview  selection  board  (French-speaking  board  member  for  designated  positions) 

•  pre-  and  post-interview  testing  and  linguistic  evaluation 

•  professional  development  and  learning  opportunities  in  French 

Supplies  and  Equipment 

•  word  processors,  software,  typewriters,  keyboards,  printers  and  other  office  equipment 
capable  of  producing  English  and  French  documents 

•  lexicon  dictionaries,  grammar  texts  and  other  reference  materials 
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A  Quick  Quiz 


Before  moving  on  to  Part  I,  please  consider  the  following  questions.  These  questions  apply  to 
employees  in  both  MAG's  and  MSGCS's  head  office  and  in  offices  in  designated  areas  or  serving 
designated  areas  (see  page  183).  When  answering  'no',  please  refer  to  the  section  of  the  manual 
indicated  in  parentheses.  If  you  need  help,  do  not  hesitate  to  contact  your  supervisor,  your  manager  or 


the  OCFLS. 


YES  NO 
□  □ 

□  □ 

□  □ 
□  □ 
□  □ 
□  □ 
□  □ 
□  □ 

□  □ 


Are  all  public  signs  in  your  office  in  both  English  and  French,  including  hand¬ 
written  signs?  (See  page  115.) 

When  answering  a  public  telephone  line,  do  you  use  a  bilingual  greeting?  e.g. 
"Ministry  of  the  Attorney  General,  Bonjour"  or  "Ministry  of  the  Solicitor 
General  and  Correctional  Services,  Bonjour."  (See  pages  94-96). 

If  you  answer  a  public  telephone  line  and  have  voice  mail,  is  your  message  in 
both  English  and  French?  (See  page  97.) 

If  your  telephone  rang  right  now  and  the  caller  spoke  in  French,  would  you 
know  what  to  do?  (See  Appendix  A.) 

Do  you  keep  a  list  of  the  names  and  phone  numbers  of  bilingual  staff  in  your 
area?  (See  your  manager.) 

Do  you  know  the  names  and  phone  numbers  of  the  bilingual  "back  up"  staff  in 
your  area?  (See  your  manager.) 

Before  attending  a  public  meeting,  conducting  an  interview  with  a  customer  or 
sending  a  letter,  do  you  determine  the  language  of  choice  of  the  participant(s)? 

Do  you  have  a  system  to  identify  French-speaking  litigants  (cases,  matters)  in 
your  court  office  so  that  you  can  make  the  necessary  arrangements  for  a  French 
or  bilingual  hearing  or  trial? 

If  you  are  managing  a  project  or  planning  a  new  program  which  involves  the 
public,  the  French  Language  Services  Act  requirements  will  apply  (see 
page  14).  Will  those  requirements  affect  your  work  plan,  staffing  plan,  budget 
and  implementation  schedule? 


Remember:  S 

You  are  the  Co-ordinator's  customer. 

The  Co-ordinator  is  there  to  help  you: 

(1)  provide  quality  service  to  your  French-speaking  customers  consistent  with  that 
provided  to  English-speaking  customers;  and 

(2)  meet  the  spirit  and  intent  of  the  laws  which  give  French-speaking  persons  the  right  to 
services  and  access  to  the  court  system  in  French, 
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PartI: 

Why  Provide  Customer  Service  in 
Both  Official  Languages? 


This  section  provides  information  on  the  laws  that  give  French-speaking  people  the  right  to 
receive  services  in  the  official  language  of  their  choice;  who  is  responsible  for  providing  the 
services;  the  functions  and  services  of  the  OCFLS;  the  responsibilities  of  the  OFA  in  providing 
these  services;  and  the  areas  in  Ontario  that  provide  FLS. 


By  the  end  of  this  section  you  will: 

S  know  more  about  the  history  of  FLS  in  Ontario; 

/  have  improved  your  knowledge  and  understanding  of  the  Criminal  Code  of  Canada,  the 
Courts  of  Justice  Act  of  Ontario  and  the  French  Language  Services  Act  of  Ontario; 

f  know  what  services  the  OCFLS  offers  to  its  customers; 

S  have  improved  your  knowledge  about  your  role  and  responsibilities  in  providing  FLS;  and 
J  know  where  FLS  must  be  provided  and  why. 
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French  Language  Services  Over  the  Years 


In  1968,  the  Premier  of  Ontario  announced  the  principles  underlying  the  government's  policy  on 
FLS.  By  1972  the  Ontario  government  had  created  and  implemented  new  policy  initiatives  on 
offering  FLS.  The  new  policy  required  that  documents  developed  for  public  use  be  translated 
from  English  into  French  and  instructed  all  OPS  employees  to  reply  in  French  to  French 
correspondence.  The  policy  also  created  the  first  designated  areas  for  providing  FLS. 

The  government  policy  included  providing  French  language  services  in  the  administration  of 
justice.  In  1976,  the  first  bilingual  criminal  division  was  established.  Family  court  services  were 
added  later.  The  University  of  Ottawa  and  the  Universite  de  Moncton  began  to  offer  a  French 
Common  Law  program  to  train  bilingual  lawyers  and  future  judges. 

In  1984,  French  became  an  official  language  of  the  courts  of  Ontario  under  Section  126  of  the 
Courts  of  Justice  Act,  1984,  and  the  provincial  government  recognized  the  fundamental  right  of 
every  francophone  student  to  an  elementary  and  secondary  education  in  French.  As  a  result,  an 
increasing  number  of  students  in  Ontario  are  educated  in  French.  At  present,  one  francophone 
student  in  five  has  received  his  or  her  elementary,  secondary  and  post-secondary  education  in 
French. 

In  November  1986,  the  government  of  Ontario  passed  the  French  Language  Services  Act.  This 
Act  is  a  statement  of  principles  and  a  consolidation  of  government  policy  regarding  services  to  be 
provided  in  French  in  the  province  of  Ontario. 


The  Ontario  Justice  System 


The  OJS  is  in  a  unique  position  regarding  its  responsibility  to  provide  services  in  French.  We  are 
responsible: 

•  under  the  Criminal  Code  of  Canada,  to  provide  French  trials  in  criminal  matters  throughout 
the  Province; 

•  under  the  Courts  of  Justice  Act  of  Ontario,  to  provide  bilingual  trials  in  civil  and  quasi¬ 
criminal  (provincial  offence)  matters  throughout  the  Province; 

•  under  the  French  Language  Services  Act  of  Ontario,  to  provide  all  MAG/  MSGCS  services 
in  French  in  the  province's  23  designated  areas  and  at  both  head  offices. 

These  laws  form  the  legal  basis  for  the  OJS's  French  Language  Services  Program,  which  is 
committed  to  making  the  justice  system  equally  accessible  to  English-  and  French-speaking 
Ontarians  and  to  the  delivery  of  quality  customer  service  to  those  who  wish  to  use  Ontario's 
officially  bilingual  justice  system  -  including  persons  with  disabilities. 
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The  Criminal  Code: 
English  or  French  Trials 


Because  English  and  French  are  recognized  as  the  official  languages  of  Canada,  under  the  Criminal 
Code  of  Canada,  criminal  matters  may  be  heard  in  either  language  throughout  Can  ada.  The  option  to 
hear  criminal  matters  in  French,  if  requested,  MUST  be  available  throughout  Ontario. 

In  this  spirit,  court  services  managers  throughout  the  province  are  encouraged  to  hire  at  least  one 
French-speaking  person.  This  person  will  be  available  to  provide  assistance,  direct  services  and 
information  to  French-speaking  persons  arriving  in  their  courts. 


The  Courts  of  Justice  Act: 
Bilingual  Trials 


In  1984,  English  and  French  became  the  official  languages  of  the  courts  of  Ontario. 

The  Courts  of  Justice  Act  of  Ontario  gives  a  French-speaking  person  who  has  requested  a  bilingual 
proceeding  beforehand  the  right  to  address  the  Court  directly  in  French  throughout  a  proceeding.  This 
Act  also  applies  to  trials  under  the  Provincial  Offences  Act. 

In  civil  cases,  the  right  to  a  bilingual  proceeding  includes  the  trial  and  other  hearings  such  as  pre-trial 
conferences,  motions  and  assessment  of  costs,  appeal  proceedings,  etc. 

Customer  Service 

Effective  customer  service  under  the  Courts  of  Justice  Act  of  Ontario  and  the  Criminal  Code  of 
Canada  means  that  we  must: 

•  make  both  English-  and  French-speaking  persons  feel  welcome  in  the 
courts  throughout  the  province; 

•  post  a  sign  in  French  to  let  French-speaking  persons  know  where 
they  can  receive  information  and  assistance  if  they  request  a  French 
trial  or  if  they  need  legal  aid  or  duty  counsel  services  in  French; 

•  make  sure  that  a  system  exists  to  identify  and  respond  effectively  to 
French  trial  requests; 

•  display  the  OJS  pamphlet,  Justice  in  Both  Languages ; 

•  make  sure  there  are  no  delays  or  postponements  of  any  proceedings 
due  to  the  lack  of: 


Ontario's 
francophone 
community  is  a 
client  and  a 
stakeholder  in 
every  program 
delivered  by  the 
OJS. 
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•  bilingual  judges 

•  bilingual  Crown  attorneys,  or  POA  prosecutors 

•  bilingual  court  staff 

•  bilingual  clerks/reporters 

•  interpreters 

•  appoint  a  French-speaking  counsel  to  represent  the  Crown  if  the  Crown  is  a  party  to  or 
represents  a  party  involved  in  a  bilingual  proceeding,  including  a  French-speaking  child. 


The  French  Language  Services  Act 


As  noted  earlier,  the  French  were  among  the  first  settlers  in  Ontario.  In  recognition  of  this  fact  and  in 
recognition  of  their  contribution  to  our  economy  and  culture,  the  Province  of  Ontario  passed  the 
French  Language  Services  Act  in  1986.  This  Act  recognizes  the  cultural  heritage  of  the  French 
language  in  Ontario  and  the  need  to  preserve  it  for  future  generations. 

That  is  why  the  French  Language  Services  Act  gives  French-speaking  persons,  whether  they  speak 
English  or  not,  the  right  to  receive  services  in  French  when  dealing  with  the  head  offices  of  ministries 
and  agencies  of  the  Government  of  Ontario.  Ministry  offices  located  in,  or  serving,  the  province's  23 
designated  areas  must  also  offer  services  in  French. 

A  Proactive  Always  giving 

AND  RESPONSIVE  ...  THE  CUSTOMER 

OFFER  THE  CHOICE  OF 

OF  SERVICES  LANGUAGE 

The  French  Language  Services  Act  is  written  in  such  a  way  that  the  OPS  ministries  are  responsible  for 
offering  services  in  French;  it  is  not  the  public's  responsibility  to  request  the  services.  This  means  that 
ministries  must  show  French-speaking  customers  that  services  in  French  are  available  to  them  if  they 
choose.  Customers  will  know  services  are  available  in  French  when  they  see  signs,  hear  bilingual 
telephone  greetings  and  see  French-speaking  staff  placed  in  strategic  locations. 

These  services  can  be  offered  in  the  following  communicative  forms: 

•  over  the  counter 

•  on  the  telephone 

•  in  person 

•  through  technology  and  information  systems  (e.g.  voice  mail,  e-mail) 

•  in  writing 
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Roles,  Responsibilities  and  Accountability 

for 

French  Language  Services  (FLS) 


The  Deputy  Minister  at  MAG  and  MSGCS  is  responsible  to  the  Executive  Council  for  the  quality  of 
FLS  under  Section  14  of  the  French  Languages  Services  Act  of  Ontario. 

The  Deputy  Ministers  at  both  ministries  delegate  responsibility  for  implementing  and  administering 
the  FLS  program  to  their  respective  assistant  deputy  ministers,  division  heads  and  branch  directors. 

The  delivery  of  FLS  is  a  service  like  any  other  offered  by  the  OJS.  Employees  responsible  for 
customer  service  must  ensure  that  all  services  provided  in  English  to  the  public  can  also  be  provided  in 
French  in  a  manner  that  is  accessible  to  persons  with  disabilities  in  either  official  language. 

Each  employee  is  responsible  to  report  to  their  supervisor  any  omission,  discrepancy  or  barrier 
preventing  the  effective  delivery  of  FLS,  including  services  to  persons  with  disabilities.  They  must  also 
ensure  that  their  workplace  is  free  of  discrimination  and  harassment. 

Each  manager  is  responsible  for  planning,  budgeting  and  setting  standards  for  the  delivery  of  services 
in  French,  according  to  the  spirit  and  intent  of  the  French  Language  Services  Act ,  the  Courts  of  Justice 
Act  and  the  Criminal  Code. 

Planning  FOR  FLS  .  .  . 

What  are  the  FLS  Planner's  key  responsibilities? 

The  FLS  Planner  is  an  advisor  to  managers  on  issues  affecting  how  well  ministry  services  meet  the 
needs  of  our  French-speaking  clients.  The  Planner  is: 

•  the  keeper  of  the  ministry  implementation  plan 

•  the  ministry  expert  best  able  to  recommend  administrative  policies/practices  appropriate  to 
the  monitoring  of  FLS 

•  the  ministry’s  guide  in  its  outreach  to  the  francophone  community 

•  an  advisor  on  francophone  aspects  of  all  new  programs  and  policies 

•  a  bridge  to  the  transfer  payment  agencies  needing  and  wishing  to  be  designated  for  the 
purpose  of  delivering  services  in  French 

•  a  link  to  the  OFA  and,  thereby  the  Minister  responsible  for  Francophone  Affairs 

•  a  provider  of  tools  to  assist  staff  and  managers  in  the  provision  of  quality  FLS. 
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Designated  and  Identified  Positions 


In  order  to  provide  services  in  French,  it  is  necessary  for  some  staff  to  have  French  language 
proficiency.  These  are  called  “positions  designated  to  provide  services  in  French”.  These  are 
positions  which  are  in  contact  with  the  public  -  either  face  to  face,  on  the  telephone,  or  in 
correspondence.  Designated  positions  not  yet  filled  by  bilingual  employees  are  referred  to  as 
identified  positions. 

A  designated  position  is  a  position  filled  by  a  person  who  possesses  advanced  or  superior  skills  in 
French  and  who  can  provide  services  in  French  to  the  public  at  the  same  level  of  quality  as  those 
provided  in  English.  A  position  can  become  designated  only  if  it  is  vacant  or  if  it  is  filled  by  a 
person  with  advanced  or  superior  language  skills  (see  Appendix  H). 

An  identified  position  is  a  future  designated  position.  This  is  a  position  which  has  been  identified  to 
provide  services  in  French,  but  is  not  filled  by  a  staff  member  who  has  the  required  French  language 
skills.  Such  a  position  becomes  “designated”  only  when  the  incumbent  achieves  the  required  level  of 
French  proficiency  (through  voluntary  language  training).  When  a  proposed  designated  position  (an 
identified  position)  becomes  vacant,  the  position  must  be  filled  by  a  candidate  who  is  proficient  in 
English  and  French  (advanced  or  superior  level).  Then  the  position  becomes  “designated”. 

Until  positions  become  “designated”,  it  is  expected  that  temporary  or  interim  measures  to  provide 
services  in  French  will  be  in  place.  This  will  ensure  good  customer  service  at  all  times,  and  will  reduce 
complaints  received  under  the  Act. 

Both  classified  and  unclassified  positions  can  be  identified  or  designated. 

There  are  approximately  6,183  positions  at  MAG  and  15,500  positions  at  MSGCS.  Presently,  about 
427  positions  at  MAG  and  1, 160  at  MSGCS  have  been  designated  for  providing  French  language 
services.  In  1996  at  MAG  approximately  98%  of  these  positions  were  filled  with  staff  who  have  the 
required  French  language  skills  (designated  positions)  and  at  MSGCS  60%  of  these  positions  were 
filled  with  staff  who  have  the  required  French  language  skills  (designated  positions).  The  remaining 
2%  for  MAG  and  40  %  for  MSGCS  were  not  filled  by  staff  with  the  necessary  French  proficiency. 

What  is  the  purpose  of  designating  a  position? 

An  integral  part  of  implementing  the  French  Language  Services  Act  is  designating  bilingual 
positions.  This  guarantees  that  services  in  French  will  be  available  to  the  public  in  head  offices  and 
in  offices  located  in  designated  areas  or  serving  designated  areas. 

Over  the  past  ten  years,  as  part  of  implementing  the  French  Language  Services  Act ,  managers  within 
MAG  and  MSGCS  have  designated  approximately  320  positions  throughout  both  ministries  and  their 
agencies,  boards  and  commissions. 

MAG  and  MSGCS  managers  in  head  offices  or  in  offices  in  designated  areas  or  serving  designated 
areas  are  responsible  for  ensuring  that  there  is  sufficient  staff,  at  all  times,  to  provide  in  French  all  the 
services  which  are  provided  in  English  to  or  for  the  public.  This  means  there  must  be  backup  staff 
during  breaks  and  to  cover  sick  days,  holidays  and  leaves. 
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Managers  are  responsible  for  ensuring  that  the  number  of  designated  positions  is  adequate  and  that 
designated  positions  are  filled  with  bilingual  staff.  To  date,  slightly  more  than  98%  of  the  MAG  and 
40%  of  the  MSGCS  positions  which  are  required  to  provide  services  in  French  have  been  filled  with 
incumbents  having  both  the  necessary  French  language  skills  and  technical  job  skills. 

Can  designated  positions  be  eliminated? 

Designated  and  identified  positions  can  be  eliminated,  but  only  upon  written  approval  by  the  Co¬ 
ordinator  of  FLS,  the  Deputy  Minister  at  either  MAG  or  MSGCS,  and  the  OFA  (see  the  Human 
Resources  Manual). 

There  may  be  situations  where  a  designated  position  is  no  longer  required;  for  example,  if  two  offices 
are  amalgamated  and  fewer  designated  positions  are  needed.  The  OFA  must  also  be  informed  of  any 
plans  to  eliminate  or  de-designate  positions,  and  the  reasons  for  doing  so,  30  days  before  the  change  is 
to  take  effect. 

If  a  position  is  to  be  de-designated,  the  Co-ordinator  of  FLS  must  be  informed  in  writing.  The  purpose 
and  details  surrounding  the  request  to  de-designate  the  position  should  be  provided  to  the  FLS  Co¬ 
ordinator  who  then  seeks  the  consent  of  the  Deputy  Minister. 


The  Office  of  the  Co-ordinator  of  French  Language 

Services  (OCFLS) 

The  Co-ordinator  of  French  Language  Services  is  appointed  under  Section  14  of  the  French  Language 
Services  Act  to  ensure  that  courts,  MAG  and  MSGCS  programs,  and  customer  service  policies  and 
procedures  respond  to  the  needs  of  Ontario's  diverse  francophone  community.  The  Co-ordinator  of 
FLS  assists  managers  to  ensure  that  FLS  are  planned  for  and  delivered  in  a  way  which  meets  the 
legislative  objectives.  Both  MAG  and  MSGCS  employees  are  the  Co-ordinator's  customers. 

The  main  functions  of  the  Co-ordinator  of  FLS  include: 

•  provision  of  policy  and  operational  advice  to  MAG/MSGCS  senior  management  on  FLS 
and  francophone  community  issues; 

•  provision  of  policy,  operational  and  program  advice  and  support  to  MAG/MSGCS  staff  to 
assist  them  in  providing  services  in  the  French  language  according  to  the  spirit  and  intent  of 
the  Government's  legislated  mandate; 

•  management  of  translation  services  for  a  wide  variety  of  materials  for  MAG  and  MSGCS 
and  provision  of  translation  for  of  legal  and  procedural  documents  for  MAG; 

•  advice  and  co-ordination  of  linguistic  evaluation  services; 

•  provision  and  advice  on  French  language  training  for  employees  from  both  ministries; 

•  assistance  and  advice  on  human  resources  and  operational  planning  to  ensure  that  sufficient 
bilingual  staff  are  hired  and  retained  to  provide  the  required  services,  or  that  alternative 
measures  are  available  to  provide  the  services; 
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•  provision  of  direct  service  to  the  public,  bilingual  employees,  the  Ontario  Legal  Aid  Plan, 
the  Clinic  Funding  Committee  and  French-speaking  judges,  lawyers,  O.P.P.  officers, 
probation  and  parole  officers,  correctional  facilities  staff  and  the  francophone  public  in 
general; 

•  investigate  complaints  and  liaise  with  the  OFA  and  MAG/MS  GCS  staff  to  resolve  them; 

•  provide  reports  to  the  OFA,  e.g.  yearly  filing  on  designated  positions,  compliance  plans, 
etc.; 

•  help  managers  by  discussing  creative  ways  to  deliver  equal  quality  services  in  French  and  in 
English  and  by  providing  guidance  about  filling  designated  positions; 

•  help  develop  interim  solutions  for  providing  services  in  French. 


Services  Provided  by  OCFLS 


OCFLS  co-ordinates  evaluations  for  linguistic  skills,  handles  complaints,  manages  translation  services 
for  MAG/MSGCS. 


Evaluation  of  Linguistic  Skills 

All  requests  for  the  evaluation  of  MAG  and  MSGCS  employees'  French  language  skills  should  be 
directed  to  the  French  Language  Training  and  Evaluation  Consultant  of  the  OCFLS.  The  French 
Language  Training  and  Evaluation  Consultant  will  provide  assistance  regarding  the  level  of  linguistic 
skills  required  to  fill  designated  positions 

Complaints 

The  French  Language  Services  Act  divides  responsibility  for  handling  complaints  between  the  Minister 
Responsible  for  Francophone  Affairs  and  the  Deputy  Minister  of  each  ministry. 

It  is  important  for  the  Co-ordinator  of  FLS  to  be  informed  of  all  complaints  or  inquiries  regarding  the 
delivery  or  the  quality  of  the  delivery  of  FLS  in  the  OJS.  Monitoring  both  the  number  and  the  nature  of 
complaints  allows  the  OJS  to  address  gaps  in  service  delivery  and  assists  the  Deputy  Minister  in 
fulfilling  his  or  her  responsibilities  under  the  Act. 

Definition  of  a  Public  Complaint 

A  public  complaint  is  defined  broadly  in  keeping  with  the  Government's  policy  of  open  access  for  the 
public.  A  complaint  may  consist  of: 


♦  a  breach  of  the  Act 

•  a  lack  of  guaranteed  services 

*  inadequate  delivery  of  services 
V.  denying  a  request  for  services 
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Oral  Complaints 

All  oral  complaints  should  be  documented  and  kept  on  file  for  monitoring  purposes.  Forward  all 
complaints  pertaining  to  the  delivery  of  FLS  to  your  manager  who  must  send  a  copy  to  the  Co¬ 
ordinator  of  FLS. 

Anonymity  of  Complainants 

In  accordance  with  the  Freedom  of  Information  and  Protection  of  Privacy  Act,  any  identifiable 
information  about  a  complainant,  such  as  the  name,  address  and  telephone  number,  is  the  personal 
information  of  that  individual. 

As  a  general  rule,  personal  information  about  an  individual  must  not  be  disclosed  without  the 
individual's  consent.  If  the  investigation  of  a  complaint  is  hampered  because  of  this,  a  request  should  be 
made  to  the  office  which  originally  received  the  complaint.  That  office  can  seek  the  complainant's 
permission  to  release  his  or  her  name. 

Applying  the  above  rule,  all  personal  information  must  be  deleted  from  all  documentation  pertaining  to 
the  complaint  which  goes  outside  the  OJS. 

Dissatisfied  Complainants,  Appeals,  etc. 

Some  members  of  the  public  will  not  be  satisfied  by  the  OJS's  response  to  a  complaint.  In  such  cases, 
the  complainant  may  appeal  to  the  Minister  Responsible  for  Francophone  Affairs  or  to  the  Premier. 
The  Minister  Responsible  for  Francophone  Affairs  will  assume  responsibility  in  such  cases  and  make 
further  enquiries. 

How  to  respond  to  complaints  from  the  public  on  delivering  French  Language  Services 

Sometimes  receptionists  or  counter  clerks  will  receive  complaints  from  the  public  on  why  the  OJS 
provides  services  in  French. 

For  example,  customers  might  want  to  know  why  staff  answer  the  telephone  with  a  French  greeting 
(“Ministry  of  the  Solicitor  General  and  Correctional  Services,  bonjour”  or  "Ministry  of  the  Attorney 
General,  bonjour”). 

Here  are  some  suggested  ways  of  responding  to  those  customers. 

•  “We  are  required  to  answer  the  phone  with  'Bonjour'.  It  lets  callers  know  that  we  provide 
customer  services  in  English  and  French.” 

•  “The  OJS  is  required  to  provide  customer  services  in  English  and  in  French.  It  doesn’t 
mean  Ontario  is  bilingual.  It  only  means  that  service  is  available  in  both  languages.  It’s 
good  customer  service.” 

•  “The  native  peoples,  the  English  and  the  French  were  the  first  settlers  in  Ontario.  It  has  to 
do  with  Ontario’s  history.” 

•  “Services  in  French  are  required  by  law  in  Ontario  government  offices.  The  law  is  called 
the  French  Language  Services  Act .” 

•  “MAG/MSGCS  has  been  providing  services  in  French  for  many  years  now.” 
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After  responding  to  the  customer  using  the  above  information,  continue  the  conversation  by  saying 
“How  can  I  help  you?”.  This  may  help  to  redirect  the  conversation  and  serve  to  provide  good 
customer  service. 


Translation  Services 


Who  provides  translation  services  for  MAG/MSGCS? 

Translation  for  the  OJS  is  complex  and  demanding.  In  addition  to  a  profound  knowledge  of  both 
languages,  the  translator  must  have  a  specialized  knowledge  of  standardized  French/English  legal 
terminology  and  an  in-depth  understanding  of  the  Ontario  justice  system. 

The  OCFLS  provides  translation,  revision  and  proof-reading  of  the  French  version  of  all  materials 
intended  for  the  public,  except  business  cards,  documents  over  3000  words,  signage  and  letterhead. 
This  includes  translating  documents  such  as: 


correspondence 
publications 
news  releases 
speeches 

media  relations  materials 
MAG/MSGCS  reports 
public  information  materials 
regulations 


practice  directives 

pleadings 

court  decisions 

court  forms 

Ministry  initiatives 

annual  reports,  MAG,  PCC, 
PTG,  etc.) 

factums 


Documents  NOT  translated  at  OCFLS: 

•  business  cards 

•  documents  over  3000  words 

•  statutes 

•  signage 

•  letterhead 

By  using  the  OCFLS  for  translation,  revision  and  proof-reading,  MAG/MSGCS  staff  are  assured  that 
translations  are  done  by  trained  translators  and  proof-readers;  that  legal  terminology  is  consistent;  and 
that  up-to-date  government  terminology  is  used.  Staff  can  be  assured  of  a  high  quality  final  product. 

Since  your  translation  needs  may  be  diverse,  we  offer  three  different  approaches  to  translating 
documents.  The  approach  you  use  depends  on  the  type  of  document  you  need  translated. 

The  following  three,  step-by-step,  sections  will  help  you  to  choose  the  appropriate  path  for  your 
translation  needs. 
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To  arrange  for  translating  MAG/MSGCS  documents: 

1.  Complete  a  "Request  for  Translation"  form  #FT001 1,  available  from  the  OCFLS.  Do  not  forget 
to  indicate  your  budget  code  otherwise  your  request  cannot  be  processed. 

2.  Mail  or  fax  the  form  to  OCFLS,  along  with  two  copies  of  the  document  to  be  translated  (plus  a 
diskette,  if  available).  If  you  e-mail  the  document,  fax  the  form  to  OCFLS. 

3 .  Send  a  blank  diskette  if  you  would  like  the  translated  version  returned  on  diskette. 

4.  Have  someone  competent  in  both  English  and  French  proffered  the  sign  or  document  to  avoid 
costly  errors  and  embarrassment  to  the  Ministry. 

5.  If  you  require  consultation  or  have  any  further  questions,  call  OCFLS. 

To  get  business  cards  or  documents  over  3000  words,  letterhead  and  signs  translated: 

1 .  Use  a  "Request  for  Translation"  form  (Form  #7540-1170),  available  from  Management  Board  of 
Cabinet,  Government  Translation  Services  (GTS)  at  (416)  327-271 1;  or  Fax  to  (416)  327-2753. 

2.  Return  the  completed  form  to  Management  Board  of  Cabinet,  along  with  two  copies  of  the 
material  to  be  translated  (plus  the  diskette,  if  available).  Send  to  7th  Floor,  Ferguson  Block,  77 
Wellesley  Street  West,  Toronto,  ON  M7A  1N3;  document  may  be  submitted  in  hard  copy,  on 
diskette,  by  FAX  to  (416)  327-2753,  by  e-mail  or  via  the  Internet.  If  sending  via  e-mail  or 
Internet,  please  call  (416)  327-2711  to  check  the  address.  Send  the  request  form  by  FAX  if  you 
plan  to  submit  the  document  via  e-mail  or  Internet. 

To  get  court-related  documents  translated  under  the  Courts  of  Justice  Act, 

1 .  Send  a  copy  of  the  document  to  be  translated  to: 

French  Language  Services,  720  Bay  Street,  5th  floor,  Toronto  ON  M5G  2K1;  or  Fax  to  (416) 
326-4782. 

2.  Call  (416)  326-4056  or  (416)  326-43 16  if  you  have  any  questions. 

For  more  details,  see  Appendix  E. 


Are  bilingual  staff  the  same  as  translators? . NO! 


Translation  is  a  skill  which  is  developed  after  years  of  specialized  training. 
Bilingual  staff  in  designated  positions  usually  do  not  have  this  kind  of  training, 
although  they  possess  the  required  French  language  skills  to  provide  direct  FLS. 

Bilingual  staff  may  provide  brief  translations  of  incoming  correspondence  to  help 
a  non-French-speaking  staff  member  respond  to  the  customer.  They  may  also 
prepare  the  response  in  French  if  it  is  routine  correspondence  and  if  it  is  their  job 
to  do  so  in  English.  If  there  is  any  doubt  about  the  content  of  a  piece  of 
correspondence  in  French,  bilingual  staff  should  consult  with  the  translator  at  the 
OCFLS. 


Translation  and 
proof-reading 
should  always  be 
done  by  a 
professional  -  not 
by  an  employee 
who  speaks 
French. 
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The  Office  of  Francophone 
Affairs  (OFA) 

The  OFA  is  the  Ontario  government's  central  agency  responsible  for  ensuring  compliance  with  the 
French  Language  Services  Act.  The  OFA  is  responsible  for  providing  advice  and  co-ordination  to  all 
provincial  ministries  and  agencies  covered  by  the  French  Languages  Services  Act.  The  OFA  reports  to 
the  Minister  Responsible  for  Francophone  Affairs.  The  OFA  provides  guidance  on  FLS  and  on 
maintaining  positive  relations  with  the  francophone  community. 

In  addition,  the  OFA  is  responsible  for  receiving  complaints  from  the  public  regarding  the  quality  and 
delivery  of  services  in  French  by  provincial  government  offices. 


Where  Must  We  Provide  French  Language  Services? 


The  OJS  provides  FLS  in  designated  areas  of  the  province  and  in  areas  serving  those  areas.  In  addition 
to  head  offices  and  offices  located  in  these  areas,  certain  agencies,  boards  and  commissions  must  offer 
services  in  both  official  languages.  They  do  this  by  designating  positions  within  the  office  that  require 
an  advanced  or  superior  French  language  skill  level. 

Designated  Areas 

The  French  Language  Services  Act  designates  23  areas  in  the  province  that  must  offer  services  in  both 
official  languages  (see  Appendix  C).  Some  MAG  and  MSGCS  offices  are  not  located  in  designated 
areas,  but  they  serve  designated  areas.  OJS  offices  located  in  a  non-designated  area  but  serving  a 
designated  area  must  also  provide  services  in  French. 

For  example,  in  the  Regional  Municipality  of  Peel,  only  the  City  of  Mississauga  is  designated.  The  City 
of  Brampton  is  not  designated,  but  MAG  offices  there  serve  the  City  of  Mississauga.  This  means  that 
MAG  offices  located  in  Brampton  are  also  required  to  provide  services  in  both  English  and  French. 
Another  example  is  the  City  of  Thunder  Bay.  In  the  District  of  Thunder  Bay,  only  the  Town  of 
Geraldton  and  the  Townships  of  Longlac,  Manitouwadge,  Marathon,  Beardmore,  Nakina  and  Terrace 
Bay  are  designated.  The  City  of  Thunder  Bay  is  not  designated,  but  the  Office  of  the  Coroner 
(MSGCS)  there  serves  the  Town  of  Geraldton.  This  means  that  the  Office  of  the  Coroner  located  in 
Thunder  Bay  is  also  required  to  provide  services  in  both  English  and  French. 

MAG  head  offices  are  also  required  to  provide  FLS,  e.g.,  all  MAG  offices  at  720  Bay  Street  and  the 
Office  of  the  Public  Guardian  and  Trustee.  Also  required  to  provide  FLS  are  MSGCS  head  offices 
located  in  Toronto,  North  Bay  and  Orillia,  e.g.  25  Grosvenor  Street  and  101  Bloor  Street  West  in 
Toronto,  200  First  Avenue  West  and  5775  Yonge  Street  in  North  Bay  and  777  Memorial  Avenue  in 
Orillia. 

A  customer  wishing  to  receive  assistance  in  these  areas  can  request  and  expect  to  receive  services  in 
French  of  the  same  quality  as  services  provided  in  English. 
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Agencies,  Boards  and  Commissions 

The  French  Language  Services  Act  applies  to  all  Agencies,  Boards  and  Commissions,  e.g.  Criminal 
Injuries  Compensation  Board,  Assessment  Review  Board,  Ontario  Civilian  Commission  on  Police 
Services,  Ontario  Board  of  Parole,  etc.  (see  Appendix  A). 

Administrative  tribunals  reporting  to  MAG  hold  bilingual  hearings  on  request.  These  tribunals  include 
the  Ontario  Municipal  Board,  the  Criminal  Injuries  Compensation  Board  and  the  Board  of  Negotiation. 

Legal  Clinics 

Since  legal  clinics  fall  under  the  definition  of  "government  agencies"  as  defined  by  the  French 
Language  Service  Act ,  they  are  not  required  to  provide  French  language  services,  unless  they  have 
been  designated  under  the  Act ,  such  as  the  Clinique  juridique  Stormont,  Dundas  and  Glengarry  Legal 
Clinic  in  Cornwall  and  the  Clinique  juridique  Prescott  et  Russell  Inc.,  in  Hawkesbury. 
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PartII: 

What  Is  Service  Quality? 


This  section  provides  information  on  how  you  can  offer  quality  service  in  both  official  languages.  It 
includes  practical  examples  of  situations  you  may  encounter  in  your  work. 

By  the  end  of  this  section,  you  will: 


•  be  familiar  with  the  results  of  OPS  and  OJS  research  into  customer  services; 

•  know  who  your  customers  are  and  what  they  generally  expect  from  government  services 
and  from  you; 

•  know  the  importance  of  actively  offering  services  in  both  official  languages  and 
understand  your  role  in  providing  equal  quality  service  in  both  official  languages; 

•  identify  improvements  that  you  can  make  in  the  services  you  provide; 

•  know  the  importance  of  providing  alternative  formats;  and 

•  receive  some  practical  tips  through  scenarios  and  examples  on  how  to  handle  some 
challenging  customer  service  situations. 
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Understanding  Service  Quality 


Service  quality  means  providing  customers  with  services  which  meet  their  needs  and  expectations 
Although  each  customer  is  different,  there  are  some  fundamental  expectations  shared  by  most 
customers  -  these  are  referred  to  as  "service  quality  elements."  According  to  research  conducted 
by  the  OPS  Customer  Service  Task  Force  and  the  Cousineau  Report  (discussed  on  pages  27  and 
28),  customers  expect  service  that  is: 


•cost  effective 

•timely 

•accessible 

•reliable 

•responsive 

•delivered  in  the  official  language  of  their  choice 


In  addition,  customers  expect  service  to  be  culturally  sensitive  to  their  needs. 

Cost  Effective 

Customers  expect  that  improved  service  will  result  in  greater  efficiencies  and  reduced  costs  (value 
for  their  tax  dollar). 

Timely 

Customers  want  prompt  service  in  the  official  language  of  their  choice. 

Accessible 

In  the  official  language  of  their  choice,  customers  want: 

•  to  deal  with  as  few  people,  locations,  letters  or  phone  calls  as  possible  when  completing  a 
service  delivery  process,  i.e.  seamless  service; 

•  easy-to-understand  language  or  format  for  both  written  and  spoken  communications; 

•  convenient  and  easy-to-access  service  locations;  and 
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•  a  choice  of  service  delivery  methods  such  as  over  the  telephone,  in  person,  by  mail  or  by 
computer,  electronic  mail  and  the  Internet. 

Reliable 

Customers  expect  OPS  employees  to  be  knowledgeable  and  competent.  In  the  official  language  of 

their  choice,  they  want: 

•  direct  answers  to  their  questions; 

•  consistent  information  from  all  sources; 

•  up-to-date,  accurate  information;  and 

•  confidentiality. 

Responsive 

In  their  contact  with  OPS  employees,  customers  expect  -  in  the  official  language  of  their  choice: 

•  clear  and  easy  communication; 

•  helpful  and  courteous  service; 

•  interest  in  and  understanding  of  their  needs;  and 

•  respect. 

Cultural  Sensitivity 

Many  people  live  and  think  in  their  first  language.  Multilingual  customers  who  choose  to 

communicate  in  French,  expect: 

•  recognition  that  they  may  have  cultural  backgrounds  that  are  different  than  Franco- 
Ontarians  or  francophones  from  other  parts  of  Canada; 

•  access  to  services  in  their  first  language,  if  available.  For  example,  you  could  offer  to  link  a 
customer  whose  first  language  is  neither  English  nor  French  with  a  staff  member  or  lawyer 
who  speaks  their  first  language  if  such  a  person  is  available;  and 

•  alertness  to  other  culturally  sensitive  issues  such  as:  refugee  status,  literacy,  dialect, 
political  background  (historical  and  personal),  etc.  For  more  information,  you  can  contact  a 
Workplace  Discrimination  and  Harassment  Prevention  Advisor  or  the  Workplace 
Discrimination  and  Harassment  Prevention  Office,  720  Bay  Street,  3rd  Floor,  Toronto  ON 
M5G  2K1,  at  (416)  326-4404,  for  MAG  employees,  and  200  First  Avenue  West  (Human 
Resources  Branch),  North  Bay  P IB  9M3  at  (705)  494-3442,  for  MSGCS  employees. 
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Service  Quality  Gaps 


Are  OJS  services  meeting  customers'  needs?  In  many  ways  we  are  measuring  up  to  our  customers' 
expectations.  However,  statistics  indicate  that  we  still  have  work  to  do  in  fully  implementing  FLS 
policy  in  Ontario. 


OPS  Customer  Service  Task  Force  Surveys 

The  OPS  Customer  Service  Task  Force  surveys  show  that  employees  who 
provide  internal  services  rated  their  own  performance  at  82  out  of  100.  The 
same  employees,  however,  rated  performance  on  the  internal  services  they 
receive  at  52  out  of  100.  They  said  that  internal  barriers  such  as  bureaucracy, 
human  resource  problems  and  poor  communication  frustrate  individual  efforts 
to  provide  efficient  service  to  internal  customers. 

In  the  task  force  surveys,  OPS  performance  exceeded  customer  expectations 
on  only  one  element:  confidentiality.  This  may  be  because  uniform 
accountability  and  standards  of  performance  for  confidentiality  exist 
throughout  the  Ontario  Government.  Similar  standards  do  not  exist  for  other 
service  quality  elements,  such  as  timeliness,  accessibility  and  cost. 

The  findings  of  the  OPS  Customer  Service  Task  Force  reveal  that  the  Ontario 
public  is  not  fully  receiving  the  quality  of  service  it  expects.  For  example, 
respondents  to  the  Task  Force  surveys  ranked  the  service  of  the  Ontario  Government  higher  than 
that  of  the  federal  government,  but  below  Canada  Post,  municipal  governments,  department 
stores,  banks  and  supermarkets. 

According  to  these  surveys,  the  two  factors  that  most  influence  public  assessment  of  OPS 
performance  are  the  number  of  contacts  and  the  time  required  to  complete  the  service  delivery 
process.  Service  delivery  that  involved  face-to-face  contact,  visits  to  government  offices  and  visits 
by  OPS  employees  to  customers,  received  relatively  high  performance  ratings.  Mail  and  telephone 
services  were  rated  significantly  lower  than  personal  visits  and  on-line  services. 

The  public  gave  a  rating  of  45  out  of  100  to  the  overall  quality  of  Ontario  government  services. 
Respondents  rated  recent  specific  service  experiences  with  the  OPS  higher:  64  out  of  100.  This 
difference  suggests  that  while  there  may  be  stereotyping  of  OPS  services  at  an  overall  government 
level,  the  public  is  able  to  provide  less  biased  ratings  for  specific  service  experiences.  However, 
even  at  the  level  of  specific  service  experiences,  significant  gaps  exist  between  customer 
expectations  and  services  received. 


A  SERVICE 
QUALITY 
GAP  IS  THE 
DIFFERENCE 
BETWEEN 
WHAT  THE 
CUSTOMERS 
EXPECT 
AND  WHAT 
THEY  FEEL 
THEY  ARE 
RECEIVING 
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The  Cousineau  Report 


In  November  1993,  MAG  gave  Professor  Marc  Cousineau,  of  the  Faculty  of  Law  (Common  Law) 
of  the  University  of  Ottawa,  a  grant  to  do  the  following: 


•  determine  the  actual  rate  of  French  language  use  within  Ontario's 
judicial  system; 

•  identify  barriers  to  using  French  before  the  Ontario  courts  and  in 
obtaining  MAG  services,  and 

•  make  recommendations  aimed  at  eliminating  identified  barriers. 


Professor  Cousineau  selected  Ottawa,  Sudbury,  Cornwall  and  Windsor  for  the  study.  The  437 
French-speaking  participants  included:  litigants/accused  persons  (324),  lawyers  (80),  judges  (17), 
Crown  Attorneys  (10),  and  Legal  Clinics  (6).  They  responded  either  by  personal  interview  or  by 
completing  a  questionnaire. 

Of  the  French-speaking  litigants  surveyed,  20%  requested  a  French  trial,  37%  said  that  all  court 
services  were  offered  to  them  in  French  and  42%  said  that  all  services  were  offered  in  English 
only. 

The  report  concludes  with  the  finding  that,  ten  years  after  French  became  an  official  language  of 
the  courts,  francophones  still  do  not  have  real  access  to  the  courts  in  their  language.  The  study 
highlights  institutional  and  personal  barriers  to  access  to  the  courts  in  French  and  makes  fifty-one 
(51)  recommendations  to  eliminate  many  of  the  identified  barriers. 

For  additional  information  or  for  a  copy  of  the  report,  contact  the  OCFLS  at: 


Office  of  the  Co-ordinator  of  French 
Language  Services  (OCFLS) 
Integrated  Justice  Corporate  Services 
Division  (IJCSD) 

720  Bay  Street,  5th  Floor 
Toronto,  Ontario  M5G2K7 
Tel:  (416)  326-4054 
Fax:  (416)  326-4782 
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Types  of  Service  Quality  Gaps 


When  customers  say  that  they  have  received  "poor  service,"  they  are  reporting  that  there  is  a 
difference  between  expected  service  and  the  service  which  they  perceive  to  have  received.  This 
difference  is  called  a  service  quality  gap.  Four  major  factors  contribute  to  a  service  quality  gap: 

•  the  understanding  gap  is  the  difference  between  your 
customers'  views  of  service  quality  and  your  views  about  the 
quality  of  services  you  provide; 

•  the  design  gap  is  the  difference  between  your  customers' 
requirements  and  the  ability  of  the  service  designed  to  meet  those 
needs; 

•  the  delivery  gap  is  the  difference  between  how  your  service 
system  is  designed  to  operate  and  how  the  services  are  actually 
delivered;  and 

•  the  communication  gap  is  the  difference  between  the  service 
you  actually  deliver  and  your  communications  to  customers  about  your  service  capabilities. 


Labelling  important 
contributing  factors  to 
the  service  quality  gap  - 
such  as  understanding, 
design,  delivery  or 
communications  issues  - 
helps  in  proposing 
specific  improvements 
to  customer  service. 


The  Understanding  Gap 


According  to  the  Task  Force  research,  the  OPS  accurately  understands  what 
is  important  to  external  customers  (the  Ontario  public).  In  fact,  the  OPS 
uses,  on  average,  stricter  criteria  for  defining  acceptable  service  quality  than 
does  the  public. 

In  the  Task  Force  survey,  OPS  and  public  respondents  shared  a  negative 
perception  of  the  overall  quality  of  Ontario  government  services,  but 
individual  OPS  members  consistently  rated  their  own  performance  and  that 
of  their  own  work  group  much  higher  than  did  the  public.  OPS  respondents 
rated  their  performance  at  an  average  of  84  out  of  100,  while  the  public's 
average  rating  stood  at  only  56  out  of  100. 


SEPARATE 
FACTORS 
THAT  ARE 
WITHIN  YOUR 
OPERATIONAL 
CONTROL 
FROM  THOSE 
THAT  ARE 
NOT. 
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The  Design  Gap 

This  gap  exists  when  service  processes  have  not  been  designed  to  meet  customer  requirements, 
including  their  choice  of  language.  A  design  gap  exists  when: 


•  policies  and  management  systems  act  as  barriers  to  service  quality; 

*  resources  are  not  used  in  a  way  that  leads  to  an  efficient  and  effective  way  of  providing 
service;  or 

♦  service  processes  need  to  be  redesigned  or  improved. 


In  some  cases,  design  issues  are  beyond  the  control  of  local  offices  or  even  the  OJS.  They  may  be 
government- wide  or  shared  with  another  jurisdiction. 

Researchers  have  identified  7  factors  that  often  contribute  to  design  gaps: 

1.  Poor  product  /  service  design 

2.  Lack  of  proper  training 

3.  Poor  supervision  and  direction 

4.  Inadequate  equipment  and  materials 

5.  Poor  working  conditions  and  environment 

6.  Poorly  designed  policies  and  processes 

7.  Frequent  reorganization  of  policies,  staff  and  working  environment 

For  proper  assessment  purposes,  it  is  important  to  realize  that  every  service  consists  of  three 
components:  1)  service  processes,  2)  service  activities,  and  3)  service  tasks. 

A  service  process  is  the  largest  of  these  components;  it  involves  the  main  services  offered  to 
customers.  For  example,  a  Ministry  branch  could  offer  the  following  major  service  processes: 

•  Register  individual  members  of  the  general  public. 

•  Register  service  providers,  companies,  industries,  products  and  services. 

•  Hear  claims  and  make  decisions. 

•  Receive  payment  and  inquiries. 

•  Conduct  inspections  and  investigations. 

•  Initiate  legal  action. 

Each  one  of  these  major  service  processes  would  be  twinned  with  a  manager  responsible  for  the 
delivery  of  that  particular  service  process.  But  within  each  one  of  these  service  processes  there  are 
numerous  other  more  specific  services  that  must  be  delivered.  For  example,  in  the  major  services 
processes  listed  above,  “registering  individual  members  of  the  general  public”  would  require 
more  specific  service  activities  such  as: 
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•  Reception 

•  Determine  if  customer  is  eligible 

•  Input  data 

•  Assign  registration  number 

•  Produce  temporary  document 

•  Issue  temporary  document  to  the  customer 

Depending  on  the  resources  and  the  scope  of  each  of  these  service  activities,  an  entire  unit  could 
be  responsible  for  1  or  2  of  these  activities.  In  other  cases,  1  person  could  be  asked  to  perform  3 
or  4  of  these  activities. 

Finally,  each  one  of  these  activities  can  be  divided  into  service  tasks,  the  smallest  unit  in  the 
service  process.  Continuing  with  our  same  example,  the  service  activity  “determining  if  the 
customer  is  eligible”  can  be  divided  into  the  following  tasks: 

>  Greet  customer 

>  Check  to  see  if  application  form  is  complete  and  consistent 

>  Validate  proof  (e.g.,  proof  of  Ontario  residence,  Canadian  citizenship  status,  land  title, 

ownership). 

>  Determine  if  customer  is  eligible  to  register  (meets  or  does  not  meet  the  criteria). 

>  If  customer  meets  criteria,  continue.  If  not,  make  a  referral,  if  appropriate  and  stop. 

Using  this  assessment  process,  individual  tasks  assigned  to  individual  positions  can  be  analyzed 
and  reviewed.  Each  service  task  can  be  isolated  within  the  set  of  activities  that  make  up  the  entire 
service  process.  Some  have  referred  to  this  method  of  looking  at  and  analyzing  specific  service 
components  as  “peeling  the  organizational  onion”. 

When  your  analysis  shows  that,  even  with  major  obstacles  removed,  the  process  will  not  meet 
customer  requirements,  you  need  to  design  or  think  up  a  new  process.  It  is  crucial,  however,  to 
conduct  a  pilot  project  before  launching  a  full-scale  service  process  improvement  plan.  The 
following  is  a  10-step  bench  marking  program  developed  by  Xerox,  to  be  used  in  designing  a  new 
service  process: 

1.  Identify 

2.  Compare 

3.  Collect  data 

4.  Determine  current  performance  gap 

5.  Project  future  performance  levels 

6.  Communicate  findings 

7.  Establish  functional  goals 

8.  Develop  action  plans 

9.  Implement  plans  and  monitor 

10.  Update  benchmarks 
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The  Delivery  Gap 


A  DELIVERY  GAP  IS  THE 
DIFFERENCE  BETWEEN  HOW 
SERVICE  PROCESSES  ARE 
DESIGNED  TO  OPERATE  AND  HOW 
SERVICES  ARE  ACTUALLY 
DELIVERED 


A  delivery  gap  is  the  difference  between  how  service 
systems  are  designed  to  operate  and  how  services  are 
actually  delivered.  Even  when  service  processes  are 
properly  designed  to  meet  customer  requirements, 
service  quality  may  vary  because  of  differences  in 
employee  performance. 


Delivery  gaps  may  be  related  to  motivating  and  managing  employees. 
Employee  satisfaction  is  directly  related  to  customer  satisfaction. 

What  is  Motivation? 

Many  have  defined  motivation  as  the  release  of  energy2.  Within  all  of  us 
we  carry  a  storehouse  of  this  energy  which,  under  the  right  circumstances, 
can  be  converted  into  raw  motivational  power.  However,  as  is  the  case 
with  the  human  brain  -  where  it  is  said  we  only  use  10%  of  our  thinking 
power  -  more  than  90%  of  our  stored  up  energy  never  gets  used  at  all. 


To  find  out  more 
about  which 
mechanisms  are 
used  in  your 
office  to  bridge 
the  delivery  gap, 
speak  with  your 
supervisor. 


Emotions  play  a  large  role  in  motivation.  It  is  our  actual  emotional  responses  to  various  situations 
that  determine  how  motivated  or  unmotivated  we  can  be.  Positive  emotions  can  energize  people 
whereas  negative  emotions  rarely  do.  That  is  why  successful  motivators  and  supervisors  spend  a 
great  deal  of  time  thinking  of  ways  to  positively  influence  emotions  in  the  workplace. 

Happiness,  contentment,  pride,  interest,  desire,  hope  and  excitement  are  all  positive  emotions.  On 
the  other  hand,  sadness,  boredom,  anger,  resentment,  disgust,  fear,  anxiety,  frustration,  guilt, 
regret  and  shame  represent  negative  emotions. 

However,  not  all  positive  emotions  act  as  motivators;  happiness  and  contentment,  for  example, 
tend  to  relax  people  not  energize  them.  Positive/energizing  emotions  include  interest,  excitement 
and  desire.  Large  quantities  of  motivational  energy  are  released  when  these  positive/energizing 
emotions  are  aroused. 

Negative  emotions  can  initially  mobilize  motivational  energy  -  for  example,  in  the  case  of  fear  and 
anger  -  but  in  the  long  run  they  tend  to  leave  the  people  emotionally  drained  and  are  ultimately  de¬ 
energizing.  It  is  when  energy  levels  are  low  that  people  avoid  creative  solutions  in  favour  of 
routine  behaviour. 


DeanR  Spitzer,  SuperMotivation  (Toronto:  American  Management  Association,  1995),  23 
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The  Eight  Human  Desires3 

As  mentioned  earlier,  one  of  the  main  positive/energizing  emotions  is  desire.  There  are  eight  main 
human  desires  which,  when  allowed  to  find  expression,  can  generate  great  amounts  of 
motivational  energy.  Conversely,  when  the  expression  of  these  desires  is  obstructed,  people  are 
left  both  frustrated  and  angry. 

The  following  is  a  list  and  short  description  of  these  8  human  desires: 

O  Desire  for  Activity 

People  have  a  need  for  stimulation,  to  be  active  and  kept  engaged.  If  they  do  not  get  this  at  work, 
they  will  seek  it  elsewhere  -  that  is  why  sports  and  games  are  so  popular. 

©  Desire  for  Ownership 

People  are  great  collectors  of  things.  It  makes  people  feel  better  about  themselves  when  they  own 
things.  When  someone  owns  something,  that  person  takes  much  greater  pride  in  it. 

But  ownership  need  not  be  reserved  solely  for  material  possessions;  many  employees  take  pride  in 
the  ownership  of  their  ideas,  responsibilities,  morals  and  accomplishments.  This  is  called 
psychological  ownership  and  it  is  vastly  more  important  and  enriching  than  material  ownership. 

Employees  extend  this  type  of  ownership  and  sense  of  pride  to  their  work  space,  their  equipment, 
the  products  they  produce,  the  services  they  offer  and  the  organization  they  work  for. 
Empowering  employees  by  giving  them  ownership  of  these  things  is  crucial  to  motivation. 

©  Desire  for  Power 

Control  over  one’s  destiny  is  important  to  people  -  people  need  and  want  to  make  choices  about 
their  own  lives.  Organizations  are  beginning  to  address  this  issue  by  allowing  employees  to  get 
more  involved  with  decision-making  processes. 

O  Desire  for  Affiliation 

Humans  are  social  creatures.  Research  suggests  that,  because  of  the  lack  of  human  interaction, 
only  7%  of  people  currently  employed  would  choose  to  work  at  home.  Work  provides  employees 
with  a  strong  sense  of  social  identity.  Team  building  greatly  enhances  the  social  benefits  naturally 
provided  by  the  workplace. 

©  Desire  for  Competence 

Few  feelings  outweigh  that  of  feeling  competent.  When  people  feel  competent  they  spend  less 
time  worrying  about  whether  they  can  perform  the  basic  duties  expected  of  them  and  more  time 
improving  the  delivery  of  their  service.  Competence  requires  learning  and  re-training.  The 
workplace  must  allow  for  this  type  of  learning  and  improvement  to  take  place. 


Spitzer,  23. 
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0  Desire  for  Achievement 

Achievement  has  a  lot  to  do  with  feeling  that  we  have  succeeded  at  something.  From  achievement 
we  get  a  sense  of  pride.  No  external  reward  can  truly  replace  the  feeling  one  gets  when  they  have 
accomplished  something  significant  to  them  or  to  others. 

O  Desire  for  Recognition 

Everyone  wants  to  be  recognized  and  appreciated  for  their  contributions.  It  is  important  for 
employees  to  receive  a  good  word  or  a  pat  on  the  back  from  time  to  time. 

O  Desire  for  Meaning 

It  is  important  for  people  to  feel  that  they  are  making  a  difference.  The  more  people  care  about 
something,  the  more  they  are  likely  to  work  hard  at  making  it  happen.  More  and  more,  quality  has 
become  an  issue  that  employees  are  finding  meaningful  and  worthy  of  their  commitment. 

Misconceptions  About  Motivation 

In  his  book  SuperMotivation:  A  Blueprint  for  Energizing  Your  Organization  From  Top  to 
Bottom,  Dean  R.  Spitzer  outlines  six  common  misconceptions  surrounding  motivation: 

1) ..“Some  people  are  motivated  and  some  are  not.” 

..  ..The  truth  is  everyone  has  motivational  potential;  it’s  a  question  of  tapping  into  it. 

2) . .“Rewards  will  do  it  all.” 

..  ..Real  motivation  is  not  for  sale  -  financial  rewards  encourage  conformity  not  loyalty. 

3) . .“Threat  is  the  only  motivation  that  some  people  understand.” 

..  ..This  view  ultimately  leads  to  negativity,  fear  and  avoidance  behaviour  from  employees. 

4)  ..“Happy  employees  are  motivated  employees.” 

..  ..While  motivated  people  tend  to  be  happy,  happy  people  are  not  necessarily  motivated. 

5)  ..“Motivation  is  the  personnel  department’s  or  supervisor’s  responsibility.” 

..  ..To  successfully  address  employee  motivation,  decisions  need  to  be  made  at  the  highest  levels 
of  corporate  management. 

6)  ..“Motivation  is  common  sense.” 

..  ..As  we  have  seen  throughout  this  section,  informed  decisions  and  diligent  review  of  incentives 
are  necessary  to  fully  tap  into  inherent  motivational  potential.  Motivating  ourselves  and  others 
requires  understanding,  thoughtful  planning,  proper  implementation  and  careful  review  and 
adjustments. 
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How  employees  treat  customers  often  mirrors  how  they  themselves  are  treated.  As  a  result, 
efforts  to  improve  service  quality  must  look  at  ways  to  support  and  empower  employees.  These 
efforts  include: 

•  defining  clearly  the  roles,  responsibilities  and  performance  expectations; 

•  giving  employees  the  tools  they  need  to  provide 
equal  quality  service  in  English  and  French; 

•  providing  on-the-job  training  and  giving  employees 
the  information  they  require  to  make  informed 
decisions; 

•  using  performance  evaluation  criteria  that  are 
consistent  with  customer  requirements  for  service; 

•  recognizing  individual  and  team  efforts  to  deliver 
high  quality  service  in  both  official  languages; 

•  supporting  the  use  of  good  judgement  by  employees 
and  to  coach  employees  in  evaluating  risks  and  opportunities; 

•  allocating  time  for  employees  to  analyze  service  problems  and  propose  solutions; 

•  involving  all  employees  in  improvement  efforts;  and 

•  communicating  service  quality  standards. 

The  following  have  been  recognized  as  contributing  factors  in  employee  performance: 

•  No  belief  in  the  need  for  change 

•  A  fear  of  change 

•  No  authority  to  make  needed  changes 

•  A  lack  of  commitment  from  all  levels  of  management 

•  A  lack  of  improvement  tools  and  training 

•  Discouragement  due  to  previous  efforts  having  failed 

The  Communications  Gap 

A  communications  gap  is  the  difference  between  services  that  are  actually  delivered  and  what  we 
communicate  to  customers  about  our  service  capabilities.  A  communications  gap  occurs  when  we 
do  not  accurately  communicate  realistic  service  capabilities  to  our  customers.  If  our 
communications  with  customers  are  not  effective,  customers  will  develop  their  own  expectations 
and  assumptions  about  our  service  capabilities,  rather  than  understanding  what  our  service 
capabilities  really  are. 


•  PROVIDE  STAFF  WITH  THE 
INFORMATION  AND 
AUTHORITY  TO  MAKE 
DECISIONS 

•  RECOGNIZE  EFFORTS  AND 
ACCOMPLISHMENTS 

CONSTANTLY  TRAIN 
EMPLOYEES 
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The  following  recommendations  may  help  managers,  supervisors  and 
front-line  staff  to  improve  communication  with  both  internal  and  external 
customers: 

•  determine  the  customer's  language  of  choice  and/or  the  alternate 
format  of  his  or  her  choice; 

•  determine  what  is  possible;  communicate  realistic  messages  about 
what  you  can  do,  then  deliver  the  service  as  promised.  Managers 
and  supervisors  should  let  both  you  and  customers  know  what 
service  standards  are  expected  from  individual  employees  and  from 
your  office; 

•  aim  for  clarity  and  consistency  in  all  communications.  Use  plain 
language  for  documents  and  forms,  especially  those  written  for  the 
general  public.  Communications  that  do  not  make  sense  to  the 
reader  cost  time  and  money; 

•  develop  service  agreements  with  internal  customers,  based  on  an 
understanding  of  each  other's  needs  and  requirements; 

•  in  collaboration  with  internal  customers,  describe  your  service  process,  identify  their  input 
to  the  process  and  specify  the  time  required  to  respond  to  their  needs; 

•  tell  your  customers  where  to  get  information  about  services.  Use  both  government  and 
non-government  sources  to  supply  information  about  your  services  (See  Part  V).  Provide 
understandable  materials  in  a  variety  of  formats  that  meet  the  needs  of  your  area's  diverse 
population; 

•  improve  telephone  access  in  both  official  languages.  You  and  your  customers  save  time  if 
information  can  be  conveyed  by  telephone.  Ensure  that  employees  who  answer  public 
telephones  have  the  knowledge  to  respond  to  enquiries  in  the  official  language  of  the 
customer's  choice; 

•  describe  service  options  available  to  customers.  By  communicating  effectively,  you  may  be 
able  to  change  customer  contact  patterns,  so  that  there  is  a  balance  of  telephone  and  in- 
person  inquiries,  or  so  that  the  workload  is  spread  throughout  the  day;  and 

•  prepare  customers  to  take  part  in  the  service.  Explain  what  they  need  to  know  about  the 
service  process  and  what  input  is  expected  of  them.  Provide  understandable  information 
about  the  legislation  to  which  your  service  relates.  Make  information  specific  and  readily 
accessible  in  both  official  languages  and,  for  persons  with  disabilities,  ensure  that  all 
bilingual  information  is  also  made  available  in  alternate  formats. 


We  need  to 
understand  what 
our  services  are, 
who  our  internal 
and  external 
customers  are,  and 
what  standards  of 
service  are 
expected  of  us,  so 
we  may 

communicate  more 
effectively  about 
our  sendee 
capabilities. 
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Where  Are  You  Now  in  Your 
Improvement  Efforts? 


To  determine  where  you  are  now  in  your  efforts  to  improve  bilingual  service  quality,  answer  the 
following  questions.  For  each  question,  choose  between  answers  1  to  4,  based  on  how  accurate 
the  statement  is. 

To  what  extent  is  each  statement  true  of  your  service? 


1 

2 

3 

4 

Not 

Sometimes 

Usually 

Always 

true 

true 

true 

true 

I  know  who  my  customers  and  suppliers  are. 

I  know  my  customers'  official  language  of  choice. 

I  receive  direct,  regular  feedback  from  customers  on  the  quality  of  my  services  in 
both  official  languages. 

My  work  group  has  set  targets  for  quality  service. 

My  office  has  standards  or  guidelines  to  improve  customer  service. 

I  am  actively  involved  in  efforts  to  improve  service  quality  in  both  official 
languages. 

My  work  group  uses  a  systematic  approach  to  improving  service  quality. 

My  manager  trains  me  in  how  to  improve  service  quality. 

My  performance  evaluations  and  ongoing  recognition  emphasize  service  quality. 

My  senior  manager  leads  the  process  to  improve  service  quality  in  both  official 
languages. 

TOTAL:  Add  up  your  scores. 

10-20  great  opportunities  ahead 
21  -  34  making  progress 
35  -  40 good  and  improving 
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The  Service  Quality 
Improvement  Process 


Service  quality  exists  when  your  customers  rate  the  importance  of 
the  service  as  high  and  the  service  provider's  performance  as  good 
or  excellent.  High  quality  service  requires  co-operation  and 
understanding  throughout  your  organization.  It  also  requires 
employees  to  be  involved  in  continuous  efforts  to  assess  and 
improve  service  quality. 

Many  factors  contribute  to  service  quality.  It  is  important  to  identify 
contributing  factors  accurately,  so  that  appropriate  measures  can  be 
taken  to  assess  these  inconsistencies  and  possibly  avoid  future 


Planning  is  an  essential 
component  of  effective 
bilingual  customer 
service.  For 
management, 
incorporating  FLS 
early  in  planning  and 
budgeting  activities  is 


problems.  In  assessing  the  importance  of  a  factor,  consider  how 
often  it  occurs,  how  it  can  affect  a  problem  and  how  long  it  usually 
lasts. 

Category 

Example  of  Contributing  Factor 

1. 

People 

recruitment,  selection,  linguistic  skills,  training 

2. 

Methods 

the  ways  of  doing  business  equally  well  in  English  and  French 

3. 

Equipment,  tools 

computers,  machines  and  phones  capable  of  delivering  services  in 
English  and  French 

4. 

Measurement 

the  basis  or  standard  for  comparison 

5. 

Materials 

elements  used  in  the  service  process 

6. 

Environment 

working  conditions  such  as  heating,  lighting,  noise; 
discrimination-  and  harassment-free;  welcoming  to  francophone 
employees  and  customers 

7. 

Customers 

characteristics  of  diverse  customers 

8. 

Communication 

communicating  with  customers  about  your  process  requirements 
and  their  expectations,  in  the  official  language  of  their  choice 

Separating  important  factors  that  you  can  control  from  those  you  cannot  control  will  enable  you 
to  focus  on  issues  you  can  change.  Most  of  the  factors  listed  above,  which  seem  to  be  outside  the 
direct  control  of  non-management  employees,  are  factors  which  all  employees  may  influence. 
Employees  may  make  recommendations  to  management  which  are  related  to  the  factors  and  their 
impact  on  service  delivery,  but  the  factors  are  not  "subject  for  recommendation"  themselves. 
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Thought  Stimulators  For  Self-Appraisal1 


These  questions  can  help  you  prepare  for  your  performance  appraisal.  As  you  read  each  question, 

think  about  your  performance;  your  progress;  and  your  plans  for  future  growth. 

1.  What  critical  abilities  does  my  job  require?  To  what  extent  do  I fulfill  them? 

2.  What  do  I  like  best  about  my  job?  Least? 

3.  What  were  my  specific  accomplishments  during  this  appraisal  period? 

4.  Which  goals  or  standards  did  I  fall  short  of  meeting? 

5.  How  could  my  supervisor  help  me  do  a  better  job? 

6.  Is  there  anything  that  the  organization  or  my  supervisor  does  that  hinders  my 
effectiveness? 

7.  What  changes  would  improve  my  performance? 

8.  Does  my  present  job  make  the  best  use  of  my  capabilities?  How  could  I  become  more 
productive? 

9.  What  do  I  expect  to  be  doing  five  years  from  now? 

10.  Do  I  need  more  experience  or  training  in  any  aspect  of  my  current  job?  How  could  it  be 
accomplished? 

11.  What  have  I  done  since  my  last  appraisal  to  prepare  myself  for  more  responsibility? 

12.  What  new  goals  and  standards  should  be  established  for  the  next  appraisal  period?  Which 
old  ones  need  to  be  modified  or  deleted? 
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Improve  Service  Quality 


The  OJS  has  two  major  objectives  for  improving  service  quality:4 

•  meeting  customer  requirements;  and 

•  providing  the  best  value  for  tax  dollars. 

A  step-by-step  process  for  improving  service  quality  would  include: 

•  identifying  all  external  and  internal  customers; 

•  setting  specific  and  realistic  standards  for  the  services  you  provide; 

•  clearly  describing  the  services  that  the  OJS  provides; 

•  asking  customers  to  define  their  requirements,  including  their  choice 
of  official  language; 


One  question 
should 
immediately 
come  to  mind 
when  providing 
customer  service: 

Does  this 
customer  wish  to 
be  served  in 
English  or  in 
French? 


identifying  areas  where  your  service  falls  short  of  customer  expectations; 
developing  measures  to  evaluate  customer  satisfaction; 


providing  feedback  to  all  staff  on  performance; 

increasing  awareness  of  the  importance  of  serving  internal  customers  well;  and 
providing  tools  to  employees  to  do  their  job  in  English  and  French. 


We  have  already  discussed  some  of  these  steps.  Now  we  will  look  at  setting  specific  and  realistic 
standards  for  the  bilingual  services  you  provide.  Setting  standards,  or  establishing  criteria,  forms 
the  basis  of  any  objective  evaluation  of  the  quality  of  bilingual  customer  service. 


Improving  Service  Quality  in  the  Ontario  Government,  p.  iii. 
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Customer  Service  Self-Assessment 


To  maintain  and  deliver  equal  quality  customer  service  in  English  and  French,  it  is  important  that 
employees  assess  their  customer  service  attitudes  and  techniques.  Below  is  a  self-assessment 
survey  to  help  you  determine  areas  in  your  customer  service  delivery  which  may  require  some 
improvement. 

RESPOND  to  each  statement  by  placing  the  number  that  best  describes  your  answer  in  the  space 
provided.  Use  the  following  scale: 


1 

2 

3 

4 

Never 

Sometimes 

Usually 

Always 

I  serve  French-speaking  people  who  request  services  in  their  language. 

I  serve  people  without  judging  them. 

I  show  patience,  courtesy  and  respect  to  people  regardless  of  their  behaviour  toward  me. 

I  maintain  my  composure  and  refuse  to  become  irritated  or  frustrated  when  coping  with 
a  dissatisfied  customer. 

I  treat  people  as  I  would  want  them  to  treat  me. 

I  help  others  maintain  their  self-esteem,  even  when  the  situation  requires  negative  or 
critical  feedback. 

I  do  not  get  defensive  when  interacting  with  another  person  even  if  their  comments  are 
directed  at  me. 

I  realize  that  my  attitude  toward  myself  and  others  affects  the  way  I  respond  in  any  given 
situation. 

I  realize  that  each  person  believes  his  or  her  problem  is  the  most  important  and  urgent 
thing  in  the  world  at  this  time,  and  I  attempt  to  help  them  resolve  it  immediately. 

I  treat  everyone  in  a  positive  manner,  regardless  of  how  they  look,  dress  or  speak. 

I  view  every  interaction  with  another  person  as  an  opportunity,  and  I  do  everything  in 
my  power  to  make  it  a  satisfactory  "win-win"  situation  for  both  of  us. 

TOTAL:  Add  up  your  scores. 

11-27  great  opportunities  ahead 
28  -37  making  progress 

38  -  44  good  and  improving 


41  Ontario  Justice  System  "At  Your  Service". ..In  English  &  French 


Attitude:  Your  Key  to  Success 


Perhaps  one  of  the  most  important  requirements  in  maintaining  a  high  level  of  customer 
satisfaction  is  to  ensure  that  the  customer  is  left  with  a  positive  feeling.  The  key  to  achieving  this 
feeling  is  entirely  in  your  hands.  Your  attitude  reflects  your  own  personal  view  of  things,  and  only 
you  can  control  the  attitude  you  reflect.  One  important  factor  to  keep  in  mind  is  that  your 
attitude,  whether  dealing  with  customers  on  the  phone  or  face  to  face,  creates  the  first  impression. 
Below  are  some  important  facts  to  keep  in  mind. 


Remember: 
1. 


2. 


3. 


4. 


5. 


Your  attitude  is  an  integral  part  of  you.  You  carry  it  with  you  everywhere  you  go  and, 
not  only  is  it  reflected  in  your  voice,  but  it  is  also  visible  in  your  gestures  and  in  the  way 
you  carry  yourself. 

Your  attitude  is  contagious.  It  will  affect  everyone  who  comes  in  contact  with  you, 
whether  on  the  telephone  or  face  to  face. 


You  can  improve  your  attitude  or  develop  a  more  positive  attitude  by  using  positive 
language,  thinking  positive  thoughts  and  using  positive  self-talk. 


Keeping  a  positive  attitude  is  not  easy,  it  does  require  constant  effort.  However,  you  do 
have  the  ability  to  choose  how  to  react  in  certain  situations. 

Maintaining  a  positive  attitude  has  its  rewards.  Not  only  will  you  provide  good  customer 
service,  but  you  will  also  increase  your  job  satisfaction. 


Employee  empowerment  leads  to  employees  feeling  valued  and  taking  pride  in  their  work;  this 
in  turn  motivates  employees  to  take  responsibility  for  the  work  they  do. 
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Plan  for  User-Friendly 
Customer  Service 
in  Both  Official  Languages 


When  most  people  think  of  FLS,  they  tend  to  think  primarily  about  the  actual  direct  delivery  of 
services  in  French;  for  example,  by  telephone  or  over  the  counter.  Another  important  aspect  of 
customer  service  in  the  OJS  involves  planning  new  programs  and  services  which  are  required  to 
be  delivered  in  English  and  in  French.  This  means  considering  the  needs  of  our  English-  and 
French-speaking  customers  in  the  development  and  delivery  of  MAG/MSGCS  programs,  policies, 
procedures  and  resource  management. 

On  a  daily  basis,  French-speaking  customers  exercise  their  rights.  Is  your  office  ready  for  it?  Are 
you  and  your  co-workers  proactive  in  providing  service  in  both  official  languages?  Do  you  give 
customers  the  choice  of  language? 

Members  of  the  public  see  themselves  as  communicating  with  the  Government  of  Ontario  when 
they  contact  the  Ministry  of  the  Attorney  General  or  the  Ministry  of  the  Solicitor  General  and 
Correctional  Services.  If  your  office  or  point  of  service  is  required,  under  the  French  Language 
Services  Act,  the  Criminal  Code,  the  Courts  of  Justice  Act,  or  any  other  legislation  to  serve  the 
public  in  either  English  or  French,  then  you  also  have  an  obligation  to  offer  your  services  actively 
in  both  languages. 

By  using  bilingual  signs,  bilingual  telephone  greetings  and  French-speaking  staff,  the  OJS  shows 
its  French-speaking  customers  that  services  in  French  are  available  to  them.  Because  first 
impressions  are  lasting  ones,  reception  arrangements  in  designated  bilingual  offices  must  provide 
for  the  use  of  English  and  French  by  staff  who  are  proficient  in  both  languages.  This  type  of 
reception  will  make  your  customers  feel  welcome  and  will  avoid  needless  frustration.  It  also 
means  that  they  have  been  invited  to  use  the  official  language  of  their  choice. 


Know  Who  Your  Customers  Are 


You  are  a  customer  when  you  get  material  or  information  from  others  in  our  ministries  or  from  an 
outside  source.  In  other  words,  customers  receive  the  output  or  product  of  someone  else's  work. 
Customers  may  be  the  final  consumer,  user,  receiver  or  purchaser  of  the  material,  information  or 
service.  Customers  can  be  internal  (other  employees  of  the  OPS)  or  external  (members  of  the 
public).  Customers  may  have  special  needs  (e.g.,  persons  with  disabilities). 
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As  many  ministry  offices,  units  and  organizations  have  a  variety  of  customers,  it  is  often  difficult 
to  determine  if  customers  are  internal  or  external.  Below  you  will  find  a  chart  which  may  help  you 
to  identify  who  your  customers  are.  Take  the  time  to  fill  in  the  chart  and  to  reflect  on  its  contents. 


Identify  your  customers 

Output 

(what  you  produce) 

Those  who  receive 
your  output 
(customers) 

Understand  Your  Customers'  Needs 


Analyze  how  you  provide  quality  and  equal  services  to  both  English-speaking  and  French- 
speaking  customers,  and  determine  where  improvements  need  to  be  made.  (The  French  Language 
Services  Resource  Kit  available  from  OCFLS  may  help  you.) 

Offices  providing  customer  service  to  the  public  are  expected  to  set  clear  service  quality 
standards.  These  standards  apply  equally  to  the  delivery  of  services  in  English  or  in  French.  In 
offices  with  a  legal  obligation  to  serve  their  customers  in  both  official  languages,  critical  factors 
ensure  that  customer  services  successfully  meet  customer  expectations.  These  factors  include: 

•  advertising  and  signs  that  clearly  inform  the  public  that  services  are  available  in  both 
languages; 

•  bilingual  full  basic  first  responses  and  greetings; 

•  service  offered  actively  and  at  all  times  by  fully  bilingual  employees  who  can  quickly  deal 
with  all  aspects  of  the  programs  offered; 

•  service  delivered  within  comparable  time  frames  to  English-speaking  and  French-speaking 
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customers; 

•  employees  who  understand  and  accept  their  office's 

responsibility  towards  the  French-speaking  community  and  co¬ 
operate  in  delivering  equal  quality  bilingual  services; 


Offer  the  service  in 
both  languages  so 
that  the  customer 
can  make  the  choice 
of  language. 


•  an  office  with  a  feedback  system  that  makes  it  easy  for  the  public  to  offer  comments  and 
suggestions  on  the  office's  services  to  the  public,  in  English  and  French; 

•  services  that  are  culturally  sensitive,  recognizing  the  sociological  and  historical  realities  of 
the  OJS's  French-speaking,  multicultural  and  diverse  clientele; 

•  an  office  that  supports  the  government's  commitment  to  service  quality  improvement  and 
makes  it  easier  for  the  francophone  community  to  do  business  with  the  OJS  and  to  access 
the  court  system; 

•  an  office  that  is  accountable  to  the  francophone  community; 

•  managers  who  ensure  that  sufficient  designated  positions  are  maintained  within  the  context 
of  reorganization,  relocation,  downsizing,  delayering  and  democratization  to  provide 
services  in  French  of  the  same  quality  as  services  in  English;  and 

•  FLS  as  an  integral  consideration  when  developing  technology  and  business  process 
improvements  and  budgets. 

Excellence  in  customer  service  cannot  be  achieved  without  listening  to  and  evaluating  your 

customers'  comments. 

In  doing  this,  it  is  helpful  to  take  an  inventory  of  the  possible  tools  and  strategies  that  can  be  used 

to  research  customer  needs: 

>  Mail  surveys 

>  Telephone  surveys 

>  Personal  interviews 

>  Customer  focus  groups 

>  Suggestion  boxes  /  forms 

>  Complaints 

>  Customer  Follow-up 
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Give  Your  Customers  Top  Priority1 


Service  quality  is  maintained  by  understanding  what  role  the  customer  plays  in  the  receiving  end 
of  customer  service  delivery.  The  following  points  should  help  you  understand  how  important  it  is 
that  your  customers  be  given  top  priority. 

Remember:  S 


♦  The  customer  is  perhaps  the  most  important  person  with  whom  you  deal.  The  customer 
is  the  purpose  for  your  work. 

♦  The  customer  is  not  an  interruption  of  your  work. 

♦  You  are  not  doing  customers  a  favour  by  serving  them.  It  is  your  responsibility  to  serve 
them  or  to  ensure  that  they  receive  service  in  the  official  language  of  their  choice. 

♦  You  must  always  offer  the  customer  the  most  attentive,  courteous  and  professional 
service  possible  at  all  times. 

♦  You  should  always  try  to  satisfy  the  needs,  wants  and  expectations  of  your  customers, 
and  attempt  to  resolve  their  complaints  in  an  appropriate  manner. 

♦  The  customer  is  a  person  with  feelings  and  emotions,  just  like  you.  Always  treat  the 
customer  in  a  manner  that  you  would  like  to  be  treated. 
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Keep  Your  Feelings  in  Check 


Sometimes  you  may  find  yourself  in  a  situation  where  you  pass  your  negative  feelings  to  the 
customer.  You  might: 


•  Tell  off  the  customer. 

•  Speak  in  a  patronizing  way  or  be  curt. 

•  Hang  up  in  the  middle  of  a  conversation. 

•  Do  less  than  you  know  how  to  in  helping  the  customer. 

•  "Forget"  to  answer  or  return  a  call. 


Although  your  feelings  may  be  perfectly  justified,  passing  them  on  to  the  customer  is  never 
justified.  Remember,  effective  customer  service  is  built  on  putting  yourself  in  the  customer's 
shoes.  It  demands  that  you  try  to  imagine  how  that  customer  might  feel  if  you  treat  him  or  her  in  a 
negative  way.  Although  it  is  natural  to  have  a  "bad  day"  once  in  a  while,  it  is  important  to  learn  to 
not  take  it  out  on  others  around  you  and,  in  particular,  not  to  take  it  out  on  your  customers.  Most 
of  the  time,  however,  it  is  more  likely  that  a  customer  will  transfer  his  or  her  negative  feelings  to 
you. 


Your  Customers’  Feelings 


Whether  we  are  dealing  with  an  internal  or  external  customer,  we  all  find  ourselves  at  one  time  or 
another  confronted  with  a  customer  who  may  be  angry,  upset  or  frustrated.  There  are  many 
reasons  why  someone  might  phone  or  visit  your  office  in  an  angry  state  of  mind:  a  letter  went 
astray,  the  wrong  form  arrived,  or  you  are  the  fourth  person  the  customer  has  been  directed  to  for 
the  answer  to  a  simple  question  asked  in  French.  Whatever  the  reason,  your  responsibility  is  to 
ensure  that  you  deal  with  the  situation  to  the  customer's  satisfaction. 
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What  do  clients  want? 

Upset  clients  may  want  a  variety  of  responses  from  you.  What  they  really  want  you  to  do  is  to: 


•  Listen  to  them 

It  is  difficult  to  listen  carefully  in  a  tense  situation,  especially  if  you  have  not  developed 
effective  listening  habits. 

•  Take  them  seriously 

Customers  do  not  want  a  response  like  "You're  kidding,"  "No  way"  or  "You've  got  to  be 
joking.  "  They  want  you  to  be  professional  and  confident  and  to  respond  seriously  to  their 
concerns. 

*  Treat  them  with  respect 

Upset  people  do  not  want  condescension  or  arrogance.  They  want  you  to  treat  them  and 
their  concerns  with  respect.  This  may  be  difficult  when  the  customer  is  clearly  at  fault  and 
trying  to  blame  your  organization. 

*  Take  immediate  action 

Customers  do  not  want  you  to  look  into  it  next  month,  next  week  or  even  tomorrow.  They 
want  you  to  do  something  now. 

♦  Reassure  them  about  the  quality  of  service 

Customers  may  want  you  to  reassure  them  that  they  have  received  the  best  possible  service. 

♦  Assure  them  corrective  action  will  be  taken 

Customers  want  someone  to  be  reprimanded  and/or  punished. 

•  Clear  up  the  problem  so  it  never  happens  again 

Sometimes  customers  just  want  to  know  that  some  action  has  been  put  in  motion,  so  that 
no  one  will  have  this  problem  again.  Assure  them  you  will  report  the  problem  to  the  right 
person. 
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When  a  problem  occurs,  customers  expect: 


•  To  receive  an  apology  to  compensate  for  the  fact  that  they  have  been  inconvenienced. 

According  to  surveys,  customers  receive  an  apology  only  48%  of  the  time  when  they  report  a 
problem. 

•  To  be  offered  a  "fair  fix"  for  the  problem. 

Customers  expect  to  receive  a  rational  explanation  with  demonstrated  sensitivity  and  concern. 

•  To  be  treated  in  a  way  that  suggests  someone  cares  about  the  problem,  about  fixing  the 
problem  and  about  the  customer's  inconvenience. 

Customers  do  not  always  expect  service  providers  to  be  perfect,  but  they  do  expect  providers 
to  care  about  the  work  they  are  doing  and  the  customer's  satisfaction  with  that  work. 

Remember:  Y 

Although  customers  may  be  justifiably  angry,  you  do  not  need  to  take  abuse  from  anyone. 

♦  You  can  politely  tell  a  customer  to  stop  being  abusive. 

•  You  can  always  call  your  supervisor  when  you  are  dealing  with  a  difficult  situation  with 
a  customer. 

•  Maintain  a  sense  of  humour  and  keep  the  situation  in  perspective 

*  (i.e.,  Will  this  issue  be  as  important  to  you  in  five  years'  time  as  it  is  right  now?). 


Defuse  Explosive  Situations 


Of  all  emotions,  anger  is  one  of  the  more  difficult  to  deal  with.  Most  of  us  tend  to  be  afraid  of 
other  people's  anger:  a  natural  response.  We  all  become  angry  sometimes;  what  differentiates  us 
from  one  another  is  how  we  deal  with  it.  When  faced  with  a  customer  who  may  be  verbally 
abusive,  abrupt,  intimidating,  arbitrary  or  arrogant  in  tone,  and  may  even  attack  you,  recognize 
that  you  may  also  become  angry. 

While  some  people  are  able  to  overcome  their  angry  moods  within  minutes,  others  seem  to 
operate  in  a  permanently  angry  state  of  mind.  Although  each  situation  with  an  angry  customer  is 
unique  and  the  way  in  which  you  deal  with  that  situation  is  up  to  your  own  discretion,  you  might 
find  the  following  general  tips  useful: 
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•  Remember  that  even  though  anger  may  not  be  justified,  the  customer  may  have  a 
legitimate  reason  for  being  upset. 

•  Realize  that  the  fear  and  confusion  that  you  feel  are  natural,  even  appropriate,  reactions 
to  being  attacked. 

•  Remember  not  to  interpret  their  message  (verbal  and/or  emotional)  personally;  this 
includes  not  letting  yourself  be  drawn  into  a  head-on  fight  on  a  personal  level. 

•  Stand  up  to  the  angry  customer  in  a  friendly  but  firm  manner;  do  not  fulfil  their 
expectations  that  you  will  collapse  before  them. 

•  Make  sure  you  answer  customers  in  their  official  language  of  choice  or  refer  them  to 
someone  who  can  serve  them  directly. 

•  Provide  the  customer  with  an  alternative  to  a  direct  confrontation;  for  example,  try 
phrasing  your  responses  as  questions. 

•  Use  constructive  problem-solving  techniques;  for  example,  try  working  with  the 
customer  to  define  the  problem  or  parts  of  the  problem,  one  step  at  a  time. 

•  Allow  the  customer  to  vent  his  or  her  anger,  without  interruption.  Sometimes  that  is 
what  the  person  needs.  Once  they  have  had  a  chance  to  vent,  they  may  be  more 
agreeable  to  be  transferred  to  someone  who  can  help  them  with  their  problem. 

•  Allow  yourself  sufficient  time  to  formulate  appropriate  responses. 

•  Interrupt  the  interaction  if  you  feel  you  are  becoming  emotionally  involved. 

•  Gei  help  from  your  supervisor  if  you  feel  unable  to  deal  with  the  customer. 

•  If  you  need  to,  take  a  break  after  dealing  with  a  frustrated  customer  so  that  you  have 
time  to  deal  with  your  feelings.  Then  you  won't  take  out  your  frustrations  on  the  next 
customer 
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The  following  questions  may  help  you  gain  some  insight  into  how  to  improve  your  management 
of  explosive  situations. 


1.  What  did  I  do  well  in  my  attempt  to  calm  the  customer  (i.e.,  listen 
attentively,  give  my  full  attention,  offer  to  help)? 

2.  What  could  I  have  done  or  said  differently? 

3.  Is  there  anything  I  could  do  or  say  to  prevent  this  from  happening  again? 

4.  What  did  I  learn  from  this  incident? 


It  is  important  to  keep  in  mind  that  there  are  always  lessons  to  learn  from  a  negative  experience. 
By  evaluating  negative  experiences  we  may  be  better  prepared  to  deal  with  similar  situations  and, 
at  the  same  time,  help  prevent  any  future  explosive  situations  when  they  next  arise. 


Eight  Steps  for  Dealing  with  Difficult  Situations 

1.  Maintain  a  friendly  and  professional  manner. 

Do  not  take  it  personally.  The  customer  is  angry  with  the  situation,  not  with  you.  Apply  your 
communication  skills  to  deal  with  the  situation. 

2.  Put  a  positive  spin  on  your  exchange. 

When  you  respond  to  your  customer’s  comments  with  a  sentence  beginning  with  “Yes, 
but...”,  you  are  sending  that  customer  the  following  message:  “You  are  wrong  and  I  will  now 
outline  the  reasons  why  I  feel  that  you  are  wrong”.  Instead,  try  responding  with  a  phrase 
starting  with  “Yes,  and  ...”.  This  will  help  the  customer  to  view  the  exchange  as  a  positive 
one.  In  using  this  positive  preface,  you  can  often  clarify  your  position  while  seemingly  giving 
the  customer  credit  for  the  idea. 

3.  Acknowledge  that  a  difficult  situation  exists. 

Use  terms  and  a  tone  that  shows  sensitivity  for  the  customer's  feelings.  Express  empathy  for 
what  they  are  going  through. 

4.  Make  the  exchange  inclusive. 

In  your  exchange  with  your  customer,  substitute  the  word  “you”  for  the  word  “we”.  This  will 
help  to  show  that  you  have  the  interests  of  both  parties  in  mind  and  that  you  are  committed  to 
concentrating  efforts  on  common  goals. 
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5.  Remain  calm  and  unflustered. 

Reassure  the  person  through  thoughtful  questioning.  This  shows  them  that  you  are  attending 
to  their  problem  and  giving  your  undivided  attention.  Calm  your  customer  down  by  verifying 
the  problem  in  question.  Show  them  that  you  understand  and  care  about  their  situation. 

6.  Focus  the  person  on  the  problem. 

One  way  to  help  focus  the  customer  is  to  ask  appropriate  questions.  Encourage  and  enlist  the 
customer's  help  in  solving  the  problem. 

7.  If  you  reach  a  stalemate,  switch  perspectives. 

If  all  your  attempts  fail,  do  not  hesitate  to  ask  your  customer  for  advice.  This  approach  shows 
that  you  respect  your  customer’s  opinion  and  can  actually  help  to  relax  that  customer.  This 
approach  also  helps  the  customer  to  consider  the  problem  from  a  different  perspective. 

8.  Deal  with  the  problem. 

Just  solving  the  problem  is  not  enough.  Be  sure  that  your  explanation  is  clearly  stated  so  that 
the  customer  understands.  Difficult  customers  want  courteous,  efficient  service  and  your 
special  attention  directed  to  their  particular  problem.  You  cannot  solve  everyone's  problem, 
but  you  can  make  sure  you  have  done  your  best.  Display  professionalism  throughout  the  entire 
situation. 

What  follows  are  some  scenarios  to  illustrate  how  these  tips  might  be  applied.  These 
scenarios  relate  to  both  internal  and  external  customers. 
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Examples  of  Possible  Scenarios 


Scenario  #1 


A  receptionist,  who  does  not  speak  French,  works  in  an  office  which  is  required  to  offer  services 
in  French  and  in  English. 

He  answers  an  incoming  call  with: 

"Good  morning,  Ministry  of  the  Attorney  General. " 
or  "Ministry  of  the  Solicitor-General  and  Correctional  Services,  Bonjour. " 

The  customer  at  the  other  end  responds: 

"Bonjour,  est-ce  queM.  Giber t  est  present?" 

The  receptionist,  not  knowing  any  French  and  not  aware  of  the  MAG/MSGCS  guidelines,  says: 

"Uhm  .  .  .  I  don't  speak  French,  do  you  understand  English?" 

The  customer,  raising  her  voice,  says:  "I  said,  do  you  blow  if  Mister  Gibert  is  in?" 

The  receptionist  apologetically  replies:  "I'm  sorry,  he  isn't  in  right  now,  can  I  help  you?  " 

The  customer  yells:  "Well,  obviously  not !  You  don't  even  speak  French!  The  MAG/MSGCS  is 

supposed  to  offer  bilingual  services  in  this  location!" 

The  receptionist,  shocked  and  frightened,  tries  to  ask  the  customer  to  leave  a  message,  but  she 
hangs  up. 

Remember:  S  If  you  are  in  a  situation  where  someone  requests  bilingual  services  and  you 

cannot  provide  them  because  you  do  not  speak  French,  follow  these  steps: 

1.  Always  offer  a  bilingual  greeting. 

For  example:  "Ministry  of  the  Attorney  General,  bonjour. "  "Ministry  of  the  Solicitor  General 
and  Correctional  Services,  bonjour. "  (See  Appendix  A  for  other  expressions.) 

2.  Refer  to  a  list  of  bilingual  staff. 

Make  sure  you  know  who  the  bilingual  people  are  in  your  office  (either  those  in  designated 
positions  or  those  who  can  help  a  customer  in  French),  and  keep  a  list  of  those  people  close 
to  the  telephone.  (See  Appendix  B  for  a  sample  list.) 
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3.  Transfer  the  call  to  a  bilingual  person. 

When  the  customer  responds  in  French  to  the  bilingual  greeting,  even  if  you  don't  understand 
his  or  her  request,  wait  for  him  or  her  to  finish  and  say:  "Un  instant,  s'il  vous plait. "  (One 
moment  please.)  Je  vous  passe  quelqu'un  qui  parle  frangais. "  (I'll  transfer  your  call  to 
someone  who  speaks  French.) 

Ask  a  bilingual  staff  member  in  your  office  to  teach  you  the  pronunciation  of  these  words.  If 
there  is  no  one  available  in  your  area,  call  OCFLS  and  we  will  be  happy  to  help  you. 


Scenario  # 2 


The  bilingual  receptionist  at  a  court  office  answers  a  call  from  a  francophone  client  who 
complains  loudly: 

"I've  been  trying  to  talk  to  someone  in  the  (.  .  .  Ministry  office),  and  was  not  helped  at  all 
because  they  didn't  speak  a  word  of  French ! 

The  bilingual  receptionist,  putting  herself  in  the  customer's  shoes,  says  (in  French): 

"I'm  sorry  you  didn't  receive  service  in  French  at  the  other  office.  May  I  be  of  assistance?" 

The  customer  yells:  "Well,  you're  sorry !  I  bet !  You  government  workers  are  all  the  same.  It 

doesn't  matter  who  I  call .  .  .  etc. 

The  receptionist  doesn't  interrupt.  She  allows  the  customer  to  finish.  After  he  pauses  for  a  longer 
period  of  time,  she  says: 

"I  know  how  frustrating  it  can  be.  Would  you  like  me  to  transfer  you  to  someone  who  deals 
with  complaints  of  this  nature?" 

At  this  juncture,  the  customer  may  agree  to  be  transferred,  for  example,  to  the  program  manager, 
who  can  respond  to  the  complaint  in  French. 

Remember:  Y  it  never  pays  to  get  angry.  Allowing  yourself  to  become  emotionally 

involved  in  a  confrontation  will  only  lead  to  hostility.  To  achieve  your  goal 
of  satisfying  the  customer's  needs  and  requests,  stay  calm  and  pleasant.  If 
you  find  the  situation  to  be  too  challenging,  ask  your  supervisor  for 
assistance. 
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Scenario  #3 


It  is  9:00  a.m.  and  you  have  an  important  assignment  due  on  your  supervisor's  desk  at  10:30  a.m. 
As  you  are  frantically  working  away,  a  co-worker  strolls  in  and  sits  down,  placing  the  chair 
conveniently  next  to  yours.  Realizing  that  the  co-worker  plans  to  stay  a  while,  you  are  just  about 
to  say  "I  don't  really  have  time  . .  when  you  are  interrupted  with:  "You'll  never  guess  what  just 
happened.  A  person  upstairs  lost  half  of  my  report  and  I  don't  know  what  to  do  now  and  I  needed 
twenty  copies  for  the  2:00  p.m.  meeting  and .  .  . " 

Does  this  scenario  sound  familiar?  Have  you  ever  been  in  a  situation  where  an  internal  customer, 
e.g.,  one  of  your  co-workers,  expects  you  to  drop  everything  and  listen  to,  or  even  take 
responsibility  for,  his  or  her  problem?  Take  a  moment  to  think  about  how  you  would  deal  with 
this  situation.  Ask  yourself  how  you  would  be  able  to  satisfy  your  co-worker's  need  for  a  listener 
without  compromising  your  deadline.  Now,  take  a  look  at  these  helpful  coping  steps: 

1.  Listen 

This  will  make  the  other  person  feel  valued. 

2.  Acknowledge 

Let  the  co-worker  know  that  you  understand  his  or  her  complaint  and  that  you  take  it 
seriously. 

3.  Respond 

State  that  you  have  a  deadline  and  ask  if  you  could  speak  later;  for  example,  "I  have  this 
report  due  by  10:30  a.m.,  you  know  how  it  is.  .  .  can  we  meet  at  11:00  a.m.  ?" 

Remember:  V  When  resuming  the  conversation  with  the  co-worker,  encourage  him  or  her 

to  use  a  problem-solving  approach.  Direct  the  discussion  towards  what  he 
or  she  could  do  to  solve  the  problem  alone.  Your  role  is  to  be  supportive 
and,  if  you  can,  to  offer  suggestions. 

Listen,  acknowledge  and  respond  to  internal  customers  who  approach  you  with  their  problems, 
even  if  it  is  at  an  inconvenient  time.  This  will  lead  to  a  positive  working  environment. 
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Scenario  #4 


A  clerk  is  called  into  his  supervisor's  office.  A  brochure  he  was  supposed  to  send  out  to  two 
hundred  people  yesterday  went  to  the  wrong  addresses  and  the  office  has  been  receiving 
complaints  all  day. 

Supervisor:  Did  you  send  out  those  brochures  yesterday? 

Clerk:  Yep. 

Supervisor:  Have  you  received  any  calls  from  people  complaining  about  not  receiving  the 

brochure? 


Clerk: 

Supervisor: 

Clerk: 

Supervisor: 

Clerk: 


Yeah,  a  few. 

Have  you  received  any  complaints  from  people  who  received  the  brochure,  but 
weren't  supposed  to? 

.  .  .  (Silence) 

Well,  I  think  we  have  a  problem  here. 

Yep. 


Have  you  ever  found  yourself  dealing  with  someone  who  is  not  exactly  forthcoming  with 
information?  What  can  you  do  to  have  them  respond  to  your  questions  beyond  just  giving  you 
one-word  answers? 


1.  Ask  rather  than  explain. 

Explaining  will  not  encourage  the  other  person  to  expand  his  or  her  responses;  questions  may 
elicit  more  specific  answers. 

2.  Ask  open-ended  questions. 

Open-ended  questions  lead  to  answers  other  than  'yes'  or  'no'  and  demand  explanations  as 
answers.  For  example,  rather  than  asking: 

Was  there  a  problem  with  the  mail-out?  (answer  would  be  "Yes"  or  "No"),  ask  "What  was  the 
problem  with  the  mail-out?" 

3.  Wait  for  the  response. 

Try  not  to  rescue  the  other  person  by  answering  your  own  question.  Wait  as  long  as  possible 
for  him  or  her  to  respond. 
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4.  Break  the  tension. 


If  he  or  she  still  does  not  respond  and  time  is  passing,  break  the  silence  by  commenting  on 
what  is  going  on,  for  example:  "I  would  like  to  get  your  feedback  so  that  we  can  deal  with  this 
issue  together. " 

5.  Reschedule  the  discussion. 

Should  he  or  she  remain  unresponsive,  end  the  meeting  and  suggest  another  time  to  talk  about 
the  issue. 

6.  Suggest  other  forms  of  communication. 

For  example,  ask  if  he  or  she  would  feel  more  comfortable  giving  you  an  explanation  in 
writing  before  or  during  your  next  meeting. 

Remember:  ^  When  trying  to  draw  the  other  person  out  of  his  or  her  "shell",  use  a  non¬ 
threatening  approach.  This  puts  the  person  at  ease  and  increases  the 
likelihood  of  his  or  her  being  responsive. 
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Scenario  #5 


Yesterday,  an  Executive  Assistant  (EA)  approached  the  Administrative  Assistant  (AA),  asking  if 
he  would  organize  the  boardroom  for  the  Deputy's  visit  at  3:00  p.m.  today.  The  AA  replied 
enthusiastically: 

"Sure,  no  problem!  I'll  get  to  it  in  the  morning.  Is  there  anything  else  I  can  help  you  with?" 

Today,  at  2:00  p.m.,  the  EA  notices  that  the  boardroom  is  still  in  the  same  state  as  yesterday  and 
approaches  the  AA,  asking: 

"Did  you  forget  about  the  boardroom?" 

The  AA  replies:  "No,  but  I  didn't  think  it  should  be  me  who  should  do  it?  " 

Have  you  ever  been  in  this  kind  of  situation  as  an  internal  customer?  Did  a  service  provider  agree 
to  do  something  for  you  and  then,  to  your  surprise  and  without  warning,  not  follow  through? 

1.  Encourage  non-threatening  honesty. 

When  questioning  the  service  provider  (in  this  case,  the  AA),  ask  the  person  to  tell  you  why 
he  or  she  initially  agreed  to  do  the  task  but  didn't  follow  through.  Was  the  person  afraid  to  let 
you  know  of  their  personal  views?  Emphasize  that  an  honest  opinion  and  direct  response  is 
not  only  valued  but  necessary  to  your  professional  relationship. 

2.  Show  your  honest  acceptance. 

Demonstrate  your  acceptance  of  the  person  in  order  to  encourage  trust. 

3.  Suggest  compromise. 

Through  compromise  and  negotiation,  make  suggestions  that  satisfy  some  of  the  needs  and 
concerns  of  both  parties  involved  in  the  confrontation. 

Remember:  V  Your  approach  needs  to  assure  this  person  that  there  is  no  conflict 

between  being  honest  and  accepted;  that  it  is  acceptable  to  voice  your 
opinions  and  that  you  value  the  other  person's  opinions. 
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Scenario  #6 


At  a  Customer  Service  Committee  meeting,  the  Co-ordinator  proposes  to  set  up  a  new  customer 
suggestion  box  to  evaluate  the  level  of  customer  satisfaction.  Everyone  at  the  meeting  agrees  that 
this  is  an  excellent  idea  except  for  the  Assistant  Co-ordinator  who  says:  " It's  not  going  to  work 
and  people  won't  respond!"  The  Co-ordinator  is  not  surprised  to  hear  this  reaction  from  him.  He 
is  usually  quite  outspoken,  especially  when  it  comes  to  voicing  disagreement.  So  she  responds: 
"Why  don't  we  give  it  a  try?"  As  she  feared,  the  Assistant  Co-ordinator  says:  "We've  tried  it 
before,  it  didn't  work.  Anyways,  it's  a  waste  of  time  and  we're  too  busy. " 

Have  you  ever  found  yourself  dealing  with  a  customer  or  co-worker  who  tends  to  react  in  a 
negative  way  to  all  or  most  suggestions?  How  can  you  encourage  that  person  to  respond  in  a 
more  positive  or  constructive  manner? 

1.  Be  optimistic. 

Express  your  own  views  about  the  options  and  the  need  to  explore  all  possibilities.  Remain 
optimistic. 

2.  Ask  for  clarification. 

Ask  the  person  to  explain  clearly  what  the  issue  is  from  his  or  her  point  of  view. 

3.  Avoid  defensiveness. 

It  is  all  too  easy  to  become  defensive  by  taking  the  negative  response  personally. 

4.  Show  alternative  approaches. 

Rather  than  getting  involved  in  an  argument,  present  positive  choices  and  alternatives. 

5.  Be  inclusive. 

Include  the  person  in  the  positive  problem-solving  approach.  Emphasize  the  importance  of  his 
or  her  suggestions  and  input. 


Remember:  v'  Avoid  getting  drawn  into  negative  thinking.  Recognize  your  own 

vulnerability  and  focus  on  your  optimism  and  positive  thinking  to 
counteract  the  negative  stance. 
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Scenario  #7 


A  manager,  who  started  in  her  position  only  a  few  months  ago,  has  attended  several  staff 
meetings.  The  other  staff  members  have  noticed  that  the  manager  has  been  trying  to  lead 
discussions  about  financial  services,  an  area  about  which  she  knows  little.  The  manager  has  even 
interrupted  others  during  these  meetings,  just  to  get  her  point  across.  More  often  than  not,  her 
comments  have  been  irrelevant  or  not  based  on  facts.  The  staff  members  feel  uncomfortable  with 
her  behaviour. 

How  can  you  deal  with  a  customer  or  co-worker  who  speaks  like  an  expert  on  issues  about  which 
he  or  she  knows  little? 


1.  Speak  with  the  customer  or  co-worker  alone. 

Ensure  you  address  this  issue  on  a  one-on-one  basis.  This  way,  the  person  will  be  much 
more  open.  Being  "confronted"  by  more  than  one  person  can  make  someone  feel 
apprehensive  and  become  defensive. 

2.  Acknowledge  the  person's  contribution. 

3.  State  the  facts. 

Rather  than  pointing  out  the  mistakes  in  someone's  statement,  present  your  well-researched 
facts  and  outline  how  you  arrived  at  your  conclusion  or  recommendation. 


Remember: 


■/  Your  intent  is  to  help  the  person  "stick  with  the  facts",  and  not  to 
discourage  him  or  her  from  participating  in  the  meeting. 
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Scenario  #8 


Elizabeth,  an  AA  whose  first  language  is  French,  overhears  another  employee  of  the  OJS  mimic 
and  make  comments  about  the  way  she  speaks  English.  Elizabeth  feels  anger  and  resentment 
towards  the  employee  who  made  the  comments.  This  situation  is  made  more  difficult  because  she 
has  ongoing  contact  with  the  person. 


1.  Have  you  ever  had  to  deal  with  an  internal  customer  whose  behaviour  made  you  angry? 
Any  situation  related  to  discrimination  or  harassment  is  serious  because  of  the  negative 
impact  it  has  on  the  work  environment.  The  following  is  an  example  of  how  someone 
might  respond  to  a  situation  of  harassment  Respond 

Advise  the  person  that  his  or  her  behaviour  and  comments  are  unwelcome  and  that  you 
consider  them  to  be  harassing. 

2.  Provide  information 

Explain  that  every  employee  of  the  OJS  is  entitled  to  work  in  an  environment  that  is  free 
from  discrimination  and  harassment.5  The  Workplace  Discrimination  and  Harassment 
Prevention  Directive  outlines  the  principles  and  procedures  in  place  to  establish  and 
maintain  a  work  environment  free  from  discrimination  and  harassment. 

3.  Show  that  you  value  a  positive  working  relationship. 

Remind  the  person  that  due  to  the  ongoing  nature  of  your  work,  you  will  both  benefit  from 
a  work  relationship  that  is  built  on  understanding  and  mutual  respect.  A  work  environment 
that  is  free  from  discrimination  and  harassment  provides  an  atmosphere  for  co-workers  to 
show  dignity  and  respect  for  each  other. 


Harassment  is  comment  or  conduct  that  is  based  on  one  or  more  of  the  grounds  outlined  in  the  directive 
that  is  offensive  to  any  employee  and  is  known  or  should  reasonably  be  known  to  be  unwelcome. 
Grounds  include:  race,  colour,  ancestry,  place  of  origin,  ethnic  origin,  language  or  dialect  spoken, 
citizenship,  religion,  sex  (including  pregnancy),  sexual  orientation,  age  (16-64),  marital  status,  family 
status,  actual  or  perceived  disability,  criminal  charges  or  criminal  record. 
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PartIII: 

How  Can  We  Offer 
User-Friendly  Customer  Service? 


This  section  contains  information  on  communicating  effectively  in  both  English  and  French  over 
the  telephone,  at  the  counter  or  in  written  correspondence  with  both  co-workers  and  outside 
customers.  It  includes  tips  on  communicating  without  bias,  and  communicating  to  prevent 
misunderstandings  and  to  promote  access  to  services  in  the  customer's  choice  of  language. 


By  the  end  of  this  section  you  should  be  able  to: 

•  define  principles  of  effective  oral  and  written  communications; 

•  identify  personal  biases  that  may  affect  your  ability  to  communicate  effectively; 

•  explain  how  listening  and  questioning  helps  a  speaker  convey  a  clearer  message; 

•  provide  well-organized  explanations; 

•  write  clearer  messages;  and 

•  apply  some  practical  hints  and  tips  to  help  you  communicate  effectively  in  challenging 
situations. 
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A  Quick  Quiz 


Yes 

□ 

□ 

□ 

□ 

□ 

□ 

□ 

□ 

□ 

□ 

□ 


No 

□  Do  you  think  about  the  listener's  feelings  when  you  speak? 

□  When  answering  a  public  line,  do  you  let  the  customer  know  that  services  are 
available  in  both  official  languages  by  using  a  bilingual  greeting?  (e.g.  "Ministry  of 
the  Attorney  General/Ministry  of  the  Solicitor  General,  Bonjour." 

□  Do  you  listen  to  the  speaker  without  fidgeting  with  your  pen,  with  papers  or  with 
other  distractions? 

□  Do  you  use  words  and  phrases  like  "You  should  .  .  or  "You  have  to  .  .  when 
speaking  to  a  customer? 

□  Can  you  confront  people  directly  when  there  is  a  problem,  without  expressing  anger 
and  frustration? 

□  Do  you  make  excuses  when  things  go  wrong  and  look  for  someone  to  blame? 

□  Do  you  make  assumptions  about  a  customer  when  you  first  look  at  him  or  her? 

□  Do  you  assume  your  listener  has  the  same  background  knowledge  of  the  subject  as 
you  do? 

□  Do  you  sometimes  find  that  the  customer's  questions  make  you  feel  uneasy  and  are 
difficult  to  answer,  either  because  you  do  not  understand  the  question  or  because 
you  do  not  know  the  answer? 

□  Do  you  treat  the  last  caller  of  the  day  with  the  same  courtesy  as  the  first  caller? 

□  Do  you  find  that,  by  breathing  deeply  or  by  taking  a  walk  after  dealing  with  a 

stressful  situation,  you  can  calm  yourself  down  enough  to  deal  with  the  next 
customer? 


□  □  Is  it  your  experience  that  customers  who  choose  service  in  French  wait  longer  for 

service  than  those  customers  who  choose  service  in  English? 

Remember:  S  You  represent  the  OJS  when  you  deal  with  customers  on  the  telephone 

or  at  the  counter.  You  have  feelings,  beliefs  and 
frustrations  -  just  as  the  customer  does.  Recognizing  and 
dealing  with  your  feelings  reduces  stress  for  both  you  and 
your  customers. 
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What  Is  Communication? 


Webster's  Ninth  New  Collegiate  Dictionary  defines  communication  as  "a  process  by  which 
information  is  exchanged  between  individuals  through  a  common  system  of  symbols,  signs,  and 
behaviour."  The  goal  of  communication  is  to  increase  understanding  between  people  for  purposes 
such  as  sharing  information,  responding  to  needs,  conveying  opinions,  making  decisions, 
expressing  feelings  or  making  a  request.  There  are  three  basic  methods  of  communicating:  one 
way,  two  way  with  feedback  and  transactional.  Only  transactional  communication  approaches 
"real  understanding"  between  individuals  because  it  involves  action  (conveying  information)  and 
reaction  (receiving/listening  to  information)  on  the  part  of  those  people  involved  in  the  process. 

Whether  you  are  communicating  face-to-face  or  via  the  telephone,  the  communication  process 
itself  remains  the  same.  As  the  figure  below  indicates,  there  are  six  elements  involved  in  every 
communication  act:  (1)  the  sender,  (2)  the  channel  of  communication,  (3)  the  receiver,  (4) 
feedback,  (5)  the  physical  environment,  and  (6)  the  sender  and  receiver’s  psychological 
environment.6 


6 


4  Kristin  Anderson,  Great  Customer  Service  on  the  Telephone  (Toronto:  American  Management 
Association,  1992),  6. 
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Figure  1.  The  Communication  Process.7 


PHYSICAL  ENVIRONMENT 


SENDER 


MESSAGE 


VIA  SOME  CHANNEL 


PSYCHOLOGICAL, 


ENVIRONMENT 


n. 


FEEDBACK 


RECEIVER 
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Communicating  Without  Bias 


We  bring  to  every  interaction  our  personal  histories,  experiences,  cultural  and  educational 
backgrounds,  beliefs,  values,  biases  and  assumptions.  We  bring  our  own  way  of  thinking,  along 
with  anxieties,  responsibilities  and  vested  interests.  Psychologists  say  that  our  minds  have 
"confirmation  bias"  or  that  we  try  to  make  new  information  agree  with  what  we  already  know,  by 
fitting  it  into  old  categories.  We  tend  to  ignore  or  discount  information  that  does  not  agree  with 
what  we  think  we  already  know.  Our  minds  also  tend  to  "fill  in  the  blanks,"  making  up 
information  when  there  seems  to  be  too  little  on  which  to  base  a  decision. 

These  mental  activities,  which  typically  take  place  below  the  level  of  consciousness,  lead  us  to 
prejudge  situations  or  people.  Prejudging  people  can  lead  to  the  creation  of  stereotypes  and 
biases. 

A  stereotype  is  the  result  of  an  inappropriate  fixed  view  of  members  of  a  particular  group  which 
fails  to  consider  their  intrinsic,  individual  differences.  Stereotypes  are  often  based  on  limited 
experiences  with  a  few  members  of  a  group  or  on  inaccurate  perceptions  of  the  group  as  a  whole. 

A  bias  is  a  value-loaded  attitude  or  idea  about  certain  groups  of  people  or  things. 

When  we  draw  absolute  truths  and  conclusions  from  our  personal  experiences,  opinions,  feelings 
and  preferences  we  are  always  in  danger  of  developing  stereotypes  and  biases. 

Differences  among  people  contribute  strongly  to  the  creation  of  stereotypes  and  biases.  We  may 
prejudge  others  because  of  race,  gender,  nationality,  ethnic  background,  ancestry,  occupation, 
economic  status,  physical  appearance,  sexual  orientation,  disability,  age  or  the  ability  to  speak 
English. 

Our  stereotypes  and  biases  can  cause  us  to  react  automatically  or  habitually  with  feelings  and 
sometimes  with  actions.  These  reactions  are  often  unfair,  since  they  fail  to  consider  the  individual. 

The  first  step  in  effective  communication  is  managing  the  way  we  talk  to  ourselves  about 
situations  and  people.  What  we  say  to  ourselves  about  other  people  can  affect  the  content  and 
manner  of  our  communications.  Identifying  biases  begins  with  examining  our  own  views  about 
members  of  other  groups.  To  eliminate  bias,  we  need  to: 

•  consider  each  individual  open-mindedly; 

•  learn  more  about  others  from  their  own  perspective; 

•  avoid  physical  and  verbal  expressions  of  bias;  and 

•  choose  not  to  reinforce  stereotypes  and  biases  expressed  by  others. 

Gender-Neutral  and  Inclusive  Language 

Non-discriminatory  communication  is  an  integral  part  of  delivering  quality  customer  service.  Non- 
discriminatory  communication  includes  language  that  promotes  equality  and  avoids  language 
which  implies  that  gender,  race,  physical  ability,  national  origin  or  age  somehow  determine  an 
individual's  capability.  Gender-neutral  and  inclusive  language  should  be  used  where  appropriate. 
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Implementing  bias-free  communication  requires  that  we  recognize,  acknowledge  and  understand  : 


O  varying  customs  and  traditions  among  diverse  cultures 
©  the  way  in  which  people  perceive  themselves 
©  the  diversity  of  certain  social  groups  and  varying  literacy  levels. 

Since  effective  communication  is  the  key  factor  in  striving  to  maintain  quality  customer  service, 
we  must  consider  our  customers'  diverse  needs,  including  the  most  appropriate  method  of 
communication.  Putting  some  thought  into  how  we  address  others  or  how  we  express  ourselves 
ensures  that  the  words  we  use  are  fair  and  bias-free. 

The  following  suggestions  serve  as  a  guideline  and  may  help  you  choose  more  appropriate 
language: 


•  Avoid  gender  specific  professional  titles.  For  example,  use  "police  officer"  rather  than 
"policeman";  "letter  carrier"  rather  than  "mailman";  and  "nurse"  rather  than  "male  nurse". 

♦  Do  not  use  feminine  or  diminutive  endings  such  as  "ette"  or  "ess".  Poets  can  be  men  or 
women,  as  can  actors  and  waiters.  Notable  exceptions  are  made  in  some  historical 
contexts. 

•  Although  it  is  inappropriate  to  use  feminine  endings  in  English,  it  is  sometimes  required 
or  preferred  in  French.  (See  below  for  examples). 

•  The  term  "racial  minority"  is  the  preferred  term  to  use  in  any  communications  referring 
to  members  of  racial  or  ethnocultural  communities;  (See  p.  75  for  other  examples.) 

*  Avoid  all  cliches  and  stereotypes  that  are  either  obviously  offensive  or  seemingly 
harmless. 

•  When  communicating  with  a  person  with  a  disability,  remember  that  the  person,  not  the 
disability,  should  be  the  focus  of  your  communication. 

*  Any  communication  received  in  French  should  be  answered  in  French.  All  replies  to 
letters  should  be  entirely  in  French  -  including  title  of  the  writer  and  of  the  addressee, 
and  the  address  and  date. 

*  The  aboriginal  population  in  Ontario  is  comprised  mostly  of  three  groups:  status  Indians, 
non-status  Indians  and  Metis.  The  term  "aboriginal  peoples"  includes  all  three  groups. 
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When  choosing  French  titles  it  is  often  important  to  use  either  a  feminine  or  a  masculine  form, 
depending  on  the  gender  of  the  person. 


Female 
la  greffiere 
l'avocate 
la  directrice 
la  sous-ministre 
l'adjointe 

la  procureure  generate 


English 
registrar 
lawyer 
director 
deputy  minister 
assistant 

the  attorney  general 


Male 
le  greffier 
l'avocat 
le  directeur 
le  sous-ministre 
l'adjoint 

le  procureur  general 


Sometimes  the  distinction  in  French  titles  is  simply  made  by  using  either  the  feminine  article  or  the 
masculine  article. 


Feminine 
la  ministre 
la  receptionniste 
la  secretaire 


English 

minister 

receptionist 

secretary 


Masculine 
le  ministre 
le  receptionniste 
le  secretaire 


For  more  information  on  non-sexist  communication  in  French,  please  refer  to  the  Ontario 

% 

Women's  Directorate  publication  ,4  juste  titre  :  Guide  de  redaction  non  sexiste. 
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The  following  is  a  useful  list  of  examples  of  preferred  word  choices: 


Use 

society,  kinship 
photographer 
drafting  technician 
layperson 

human  resources,  work  force 
birth  name 

ethnocultural  communities 

black,  Afro-Canadian 

racial  minorities 

partially  sighted 

visually  impaired 

person  with  a  disability 

francophone  or  French-speaking  person 

(depending  on  the  context) 

aboriginal  peoples 

older  adult 


Instead  of  . . . 

brotherhood 

cameraman 

draftsman 

layman 

manpower 

maiden  name 

ethnics 

coloured 

visible  minorities 

blind  (unless  the  person  has  little  or  no  vision 
at  all) 

handicapped/crippled 

French 

Indians/Native  peoples 
old  man/woman 
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Effective  Oral  Communication 


Effective  communication  is  a  skill  we  can  learn.  In  a  business 
environment,  effective  communication  means  maintaining  a  professional 
attitude  by  making  conscious  choices  about  emotional  situations; 
acknowledging  the  speaker's  feelings  without  reacting  personally  to 
them;  asking  objective  questions;  and  sticking  to  the  subject. 

Of  course,  this  does  not  mean  that  you  should  be  uncaring  or  cold 
towards  the  other  person  (i.e.,  your  customer)  in  order  to  communicate 
effectively.  On  the  contrary,  you  have  to  put  yourself  in  the  customer's 
shoes  and  do  your  best  to  see  and  understand  things  from  his  or  her 
perspective,  including  the  customer's  official  language  of  choice. 

Communication  involves  more  than  just  accurately  transmitting 
information.  Good  communication  is  a  cooperative  activity  in  which 
participants  discuss,  share  responsibility  and  support  one  another  in  an 
effort  to  be  understood. 

By  developing  communication  skills  such  as  empathy  and  active  listening, 
you  can  reduce  misunderstanding,  increase  efficiency,  enhance  customer 
satisfaction  and  improve  the  quality  of  your  own  working  life. 

The  three  basic  components  of  effective  communication  are:  listening, 
understanding  (evaluating  the  message)  and  responding  (talking). 


Whether  you  are 
dealing  with 
internal  or  external 
customers,  how 
you  communicate  is 
as  important  as 
what  you 
communicate. 


A  communication 
gap  is  the 
difference  between 
how  you  deliver 
service  and  what 
you  tell  your 
customers  about 
your  service 
capabilities. 


Listen 


Effective  listening  begins  with  hearing.  Hearing  is  involuntary  and 
nonselective.  You  cannot  choose  whether  or  not  to  hear  or  select  what 
you  will  hear.  Listening,  however,  is  voluntary.  When  you  listen,  you 
choose  to  pay  attention  to  what  you  are  hearing. 

Even  when  we  choose  to  listen,  we  sometimes  hear  only  what  we  want 
or  expect  to  hear.  We  tend  to  ignore,  forget,  distort  or  misunderstand 
messages  that  are  not  consistent  with  our  perspective.  We  may 
automatically  attach  personal  meaning  to  a  message  as  it  is  presented 
because  of  our  own  attitudes,  values,  needs,  expectations,  knowledge 

and/or  experience.  In  addition,  our  attention  span,  sensory  acuity  and  understanding  of  language 
and  vocabulary  may  influence  our  interpretation  of  the  message.  The  influences  that  affect  our 
understanding  of  a  speaker's  message  are  called  our  "filters,"  "biases"  or  "interference." 


Communicate 
realistic  messages 
about  what  you  can 
do: 

UNDERPROMISE 

AND 

OVERDELIVER. 
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A  good  listener  is  an  active  listener  who  is  aware  of  his  or  her  filters.  An  active  listener  shares 
the  responsibility  for  successful  communication  by  paying  close  attention  to  the  speaker.  Active 
listeners  want  to  understand  the  meaning  of  a  speaker's  message  from  the  speaker's  perspective. 
They  retain  awareness  of  and  examine  their  own  filters  and  those  of  the 
speaker.  One  way  to  build  rapport  is  to  "pace"  a  speaker  by  matching  his  or 
her  voice  volume,  rate  of  speech,  gestures,  words  and  phrases.  Pacing  can 
also  be  established  by  asking  questions. 

In  her  book  Great  Customer  Service  on  the  Telephone,  Kristin  Anderson 
outlines  the  five  most  common  poor  listening  habits8 : 


Effective  listening 
means  improved 
work  performance, 
higher  morale  and  a 
better  public  image. 


1.  Interruptions.  They  say  to  the  customer,  “What  you  have  to  say  isn’t  very  important  to  me.” 

Do  you  go  through  unrelated  files  or  type  on  your  computer  during  phone  conversations  with 
customers?  Do  co-workers  feel  free  to  ask  you  questions  or  interrupt  while  you’re  on  the  phone? 

2.  Fear  of  not  having  all  the  answers.  You  don’t  need  to  know  all  the  answers  to  be  a  good 
listener.  This  bad  habit  can  cause  you  to  miss  the  real  questions,  and  sometimes  what  the 

3.  Believing  that  you  know  better  than  the  speaker  does.  This  habit  can  cause  you  to  dismiss  the 
customer’s  message,  or  even  to  interrupt  it  with  a  premature  solution. 

4.  Overreacting.  When  something  a  customer  says  pushes  one  of  your  “hot  buttons”  -  perhaps  you 
are  offended  by  the  customer’s  choice  of  language  or  style  of  explanation  -  it’s  easy  to  stop 
listening.  Instead,  you  begin  mentally  disagreeing  -  saying  in  your  mind  what  you  would  like  to 
say  out  loud. 

5.  Pseudo  listening.  Often  listeners  just  pretend  to  listen,  whereas  in  reality  they  are  focusing  their 
attention  somewhere  else. 

An  active  listener  succeeds  in  interpreting  the  speaker's  message  as  it  is  intended.  As  an  active  listener, 

you  need  to: 


•  put  yourself  in  the  speaker's  shoes  (empathize); 

•  listen  attentively  and  patiently  to  the  verbal  message; 

•  pay  attention  to  the  non-verbal  messages; 

•  be  aware  of  your  filt  ers,  as  well  as  those  of  the  speaker; 

•  indicate  that  you  are  listening,  by  being  responsive; 

•  want  to  understand  the  speaker's  message; 

•  remain  open-minded;  and 

•  confirm  understanding  of  the  message  when  the  speaker  is  finished. 


Anderson,  57. 
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The  following  are  recommended  tips  for  improving  your  listening  skills: 

1.  Motivate  Yourself 

If  you  want  to  become  a  better  listener  and  you  approach  this  goal  with  a  positive  attitude,  your 
listening  skills  are  sure  to  improve. 

2.  Prepare  Yourself 

Find  a  book  on  improving  your  listening  skills  and  read  it.  In  anticipation  of  an  important 
conversation  or  meeting,  carry  a  pen  and  paper  to  make  notes.  Try  to  place  yourself  in  a 
comfortable  location  where  you  are  less  likely  to  be  distracted.  Maintaining  an  alert  posture  and 
eye  contact  with  the  speaker  will  help  you  to  listen  effectively.  Focus  on  the  message.  Since 
effective  listening  requires  energy,  proper  rest  and  nutrition  are  also  important. 

3.  Empathize 

Empathizing  with  the  speaker  means  listening  with  sensitivity  to  the  feelings  of  the  speaker,  not 
just  to  the  factual  information  that  is  being  communicated.  Listening  with  sensitivity  to  the 
feelings  of  the  speaker  will  often  allow  you  to  better  retain  the  delivered  information,  because  it 
gives  that  information  context. 

4.  Be  objective 

Objectivity  in  listening  means  setting  aside  prejudgements,  biases,  or  negative  feelings  about  the 
speaker  and  concentrating  on  the  speaker’s  message.  Make  judgements  after  you  have  heard  the 
complete  message.  Listening  to  someone  who  holds  a  different  point  of  view  may  provide  you 
with  new  insights. 

5.  Provide  Feedback 

Your  response  to  the  speaker’s  message  can  convey  not  only  that  you  are  listening  but  also  that 
you  are  willing  to  understand.  The  speaker  will  appreciate  your  willingness  to  understand.  It 
indicates  respect. 

There  are  two  kinds  of  feedback:  verbal  and  non-verbal.  Verbal  feedback  can  include  saying  “I 
see”  or  “yes”  to  encourage  the  speaker  to  continue,  or  mirroring  the  speaker’s  words  to  clarify 
the  message,  such  as,  “It  seems  to  me  you’re  saying  the  accounting  routines  are  no  longer 
suitable  now  that  the  program  has  been  expanded.  What  does  this  mean  in  terms  of  my 
responsibilities?”  If  your  interpretation  of  the  message  is  inaccurate  the  speaker  can  correct  it. 
Your  question  indicates  to  the  speaker  that  you  are  applying  the  message  to  yourself  and  are 
interested  in  continuing. 

If  you  don’t  understand  the  message,  let  the  speaker  know  that  you  have  a  problem  with  it  rather 
than  show  a  blank  expression.  Your  blank  look  might  otherwise  be  interpreted  as  lack  of  interest. 

6.  Take  Notes 

Note-taking,  when  appropriate,  is  helpful  if  you  need  to  recall  and  act  on  the  information  later,  or 
if  you  need  help  in  focusing  on  the  main  points.  It  will  also  help  you  to  pay  close  attention  to  the 
speaker  and  resist  daydreaming. 

Speakers  send  messages  to  listeners  both  verbally  and  non-verbally.  A  non-verbal  cue  is  a 
message  sent  by  way  of  the  speaker’s  tone  of  voice,  facial  expressions,  eye  contact,  gestures  and 
posture. 
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Non-verbal  communication  can  be  divided  into  two  areas: 


1)  Body  Movements 

•  postures 

•  gestures 

•  smiling  /  frowning 

•  eye  contact 

•  use  of  physical  space 

2)  Non-Linguistic  Characteristics  of  Speech 

•  voice  tone 


Remember:  ✓ 

1)  People  spend  more  time 
communicating  non- verbally 
than  they  do  verbally. 

2)  People  believe  non-verbal 
messages  more  than  verbal 
messages. 

3)  People  communicate 
emotions  and  feelings 
primarily  by  non-verbal  cues. 


•  hesitation 

•  volume 

According  to  Albert  Mehrabian,  a  noted  researcher  in  human  behaviour,  most  messages  in  face- 
to-face  communication  are  seen,  not  heard. 

Our  communication  is: 

•  55%  non-verbal  (posture,  gestures  and  facial  expressions); 

•  38%  inflection  and  tone  of  voice;  and 

•  7%  words. 


As  Steven  A.  Beebe  and  John  T.  Masterson  point  out  in  their  book  Communicating  in  Small 
Groups ,  non-verbal  cues  are  so  important  to  communication  that  when  a  verbal  message  (either 
spoken  or  written)  contradicts  a  non-verbal  message,  people  are  more  inclined  to  believe  the  non¬ 
verbal  message. 

Non-verbal  messages  are  more  credible  because  they  are  more  difficult  to  fake.  People  can  easily 
monitor  their  speech  -  they  hear  what  they  are  saying.  However,  they  are  not  always  aware  of 
what  they  are  doing  non-verbally.  In  communicating  with  customers,  remember  that  actions  do 
speak  louder  than  words. 

Good  listeners  resort  to  their  senses,  their  experiences  and  intuition  to  determine  how  a  speaker's 
non-verbal  message  fits  with  the  messages  the  words  convey.  Cultural  sensitivity  is  especially 
important  when  interpreting  non-verbal  messages;  for  example,  some  cultures  consider  it 
disrespectful  to  make  eye  contact.  If  you  are  unfamiliar  with  this  custom,  you  may  feel  the  person 
is  being  rude  when,  in  fact,  he  or  she  is  showing  you  respect. 
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When  communicating  with  customers,  keep  in  mind  the  following  self-check  test: 


ARE  YOU  A  GOOD  LISTENER? 

□  Do  you  look  at  the  person  who  is  speaking  to  you? 

□  Do  you  pay  attention  and  not  fidget? 

□  Do  you  let  the  speaker  finish  and  not  interrupt  or  change  the  subject? 

□  Do  you  let  the  person  take  whatever  time  is  necessary  to  complete  the  message? 

□  Do  you  give  the  speaker  a  nod,  a  smile,  a  frown? 

□  Do  you  ask  questions  if  you  need  to  clarify  what  you  do  not  understand? 

A  good  way  of  improving  your  listening  skills  is  to  get  a  group  of  6  to  10  colleagues  or  friends 
together  and  tell  each  participant  to  assume  a  new  name.  Introduce  yourself  to  the  group  using 
your  new  name.  After  all  the  introductions  have  been  made,  try  to  repeat  the  new  names  of  all  the 
other  people  in  the  group. 

Understand 

Understanding  includes  interpreting  and  evaluating  the  message.  Interpreting  a  speaker's  message 
means  coming  to  a  mutual  understanding  of  the  meaning  of  the  message.  This  is  sometimes 
difficult  because  words  are  not  actual  experiences  or  objects,  but  rather  a  means  of  describing 
experiences  or  objects.  People  give  meaning  to  words,  and  not  all  people  use  words  or  perceive 
situations  in  exactly  the  same  way.  The  more  complex  or  abstract  an  idea,  particularly  when 
combined  with  cultural  and  linguistic  differences,  the  more  difficult  it  is  to  communicate  the  idea 
in  a  way  that  ensures  a  shared  understanding. 

Words  have  the 
power  to 
create  new 
realities  and 
change 
attitudes! 

A  speaker  may  assume  that  the  listener  shares  his  or  her  background  knowledge,  interpretation  or 
insight.  This  often  results  in  false  assumptions  and  ineffective  communication.  The  listener  must 
share  responsibility  for  extracting  the  information  needed  to  understand  the  speaker's  message;  for 
example,  the  listener  may  need  to  ask  questions.  The  sooner  the  speaker  and  listener  find  common 
ground,  the  sooner  they  can  communicate  successfully.  Asking  the  right  kinds  of  questions  can 
help  the  listener  understand  the  message  and  determine  the  customer's  needs  faster. 

Questions 

It  has  been  noted  by  educators  Benjamin  S.  Bloom  and  David  R.  Krathwohl  that  you  cannot  value 
or  judge  something  until  you  (1)  know  the  facts,  (2)  understand  the  facts,  (3)  can  apply  the  facts, 
(4)  can  take  the  facts  apart  and  (5)  put  the  facts  together  in  such  a  way  that  new  perspectives  are 
revealed. 
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Six  words  are  commonly  used  in  questioning:  who,  what,  when,  where,  why,  and  how.  You  can 
use  them  in  four  types  of  questions:  closed,  open,  directive  and  reflective. 

Closed  Questions 

Closed  questions  typically  generate  a  single  answer  or  a  response  of  "yes"  or  "no."  They  are  used 
to  verify  an  agreement  or  understanding  to  obtain  a  specific  piece  of  information.  For  example: 

•  Would  you  like  an  information  sheet? 

||  ♦  How  do  you  spell  your  last  name? 

>  When  is  your  next  scheduled  court  date? 

Open  Questions 

Open  questions  allow  an  unlimited  choice  of  responses.  They  often  begin  with  words  like  what, 
why,  or  how.  Open  questions  are  used  to  establish  the  facts  and  to  determine  needs,  opinions  and 
feelings.  For  example: 

•  How  can  I  help  you? 

•  What  written  records  do  you  have? 


Directive  Questions 

Directive  questions  probe  for  further  information.  They  are  used  to  explore  a  point  that  the 
speaker  has  made.  For  example: 


*  You  said  that  you  are  concerned  about  the  storage  of 
hazardous  materials  in  your  workplace.  What  materials 
are  these  and  what  are  they  used  for? 


Reflective  Questions 

Reflective  questions  verify  your  understanding.  They  let  the  speaker  know  that  you  are  listening 
and  can  help  to  clarify  issues  or  validate  the  speaker's  feelings.  For  example: 


•  So  you  believe  that  other  employees  are  also  owed 
vacation  pay? 

*  You  are  frustrated  because  you  get  a  busy  signal  each 
time  you  call? 
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The  Questioning  Process 

To  verify  your  understanding  and  to  establish  general  customer  needs,  use  open,  information¬ 
seeking  questions.  Help  the  customer  become  more  focused  by  using  directive  questions,  then  use 
closed  questions  to  get  specific  answers. 

This  questioning  process  is  called  funnelling.  Combine  this  "funnelling  technique"  with  the 
following  to  accurately  interpret  the  customer's  needs  through  his  or  her  message: 

•  examine  your  assumptions; 

•  try  to  put  yourself  in  the  speaker's  shoes 

•  do  not  jump  to  conclusions; 

•  paraphrase  what  you  have  heard. 


Respond 

A  listener  can  respond  to  a  speaker's  message  on  three  levels:  content,  sentiment  or  intent. 
Content  involves  the  actual  facts  or  information  encoded  in  the  speaker's  message.  Sentiment 
involves  how  the  speaker  feels  about  what  he  or  she  is  saying.  Intent  involves  the  reason  for  the 
speaker's  message. 

Individuals  vary  in  their  comfort  within  these  three  levels.  In  the  workplace,  most  communications 
occur  at  the  level  of  content,  with  "sub-texts"  that  may  involve  intent  and  sentiment.  Try  to  pay 
attention  to  all  three  levels  and  develop  your  ability  to  respond  to  each  of  them.  When  something 
in  the  conversation  does  not  feel  right,  use  your  awareness  of  the  three  levels  to  determine  if  and 
how  the  speaker's  sentiments  and/or  "buried  intentions"  are  affecting  the  apparent  surface 
meaning  of  his  or  her  words.  It  is  only  by  recognizing  and  responding  to  these  other  levels  of 
communication  that  we  can  best  serve  our  customers.  If  you  have  doubts,  ask  about  their  intent. 

To  respond  effectively  to  a  message,  make  sure  that  you  have  all  the  important  information  before 
forming  an  opinion  or  deciding  on  a  course  of  action.  Generally,  try  to  react  to  ideas  or  questions, 
not  to  the  person  who  is  speaking.  Do  not  let  personal  bias  or  emotions  interrupt  a  speaker's 
message.  When  emotional  levels  rise,  objectivity  is  reduced.  We  tune  out,  distort  or  prejudge 
messages  that  carry  an  emotional  charge  for  us. 

Explain 

In  your  work,  you  must  often  provide  explanations  to  people  who  have  little  knowledge  of  the 
OJS  and  its  programs.  You  will  need  to  provide  a  clear,  well-organized  explanation  that  is  tailored 
to  meet  each  customer's  needs.  Meeting  your  customer's  requirements  for  clear  information  and 
instructions  will  allow  them  to  meet  the  needs  of  both  MAG  and  MSGCS  for  understanding  and 
compliance. 


"At  Your  Service". ..In  English  &  French  Ontario  Justice  System  76 


Verify  the  customer’s  needs 


Before  giving  information,  verify  the  customer's  needs  with  active  listening 
and  careful  questioning.  Most  customers  will  have  a  series  of  questions  for 
you  to  answer,  rather  than  a  single  question.  Respond  to  them  using  words 
and  terms  familiar  to  the  customer.  Make  notes  to  keep  track  of  the 
customer's  questions  and  then  organize  them  into  a  sensible  sequence  before 
you  begin  to  reply.  It  is  usually  helpful  to  go  from  the  most  general  to  the 
most  specific. 

Focus  on  the  Main  Issues  and  Organize  Your  Thoughts 


Service  units 
should  let 
customers  know 
what  service 
options  are 
available  to  them. 


If  you  are  dealing  with  a  complex  enquiry  on  the  telephone  or  face-to-face,  take  a  moment,  if 
necessary,  to  organize  your  thoughts  and  your  reference  materials.  Tell  the  customer  what  you  are 
doing:  "I  need  a  moment  to  make  some  notes  about  your  enquiry  and  organize  my  answer.  I  want 
to  make  sure  that  I  cover  all  the  necessary  points." 


Make  sure  that  your  information  is  accurate.  If  you  have  any  doubts,  check  the  information  before 
giving  it  to  the  customer.  Do  not  speculate  on  the  facts,  decisions,  or  policies. 

Decide  what  results  you  want  to  achieve  with  your  explanation.  Think  about  the  amount  of  detail 
that  is  appropriate  for  this  particular  customer.  Distinguish  between  need-to-know  and  want-to- 
know  information.  Deal  with  the  question  directly  and  avoid  overwhelming  the  customer  with 
more  information  than  necessary. 


Organize  your  explanation 

When  giving  an  explanation,  begin  with  the  easiest  facts  before  tackling  those  that  are  more 
difficult.  Giving  familiar  information  before  new  information  helps  a  customer  to  make  sense  of 
your  explanation  and  to  remember  it  more  accurately. 

Use  straightforward,  everyday  English  or  French  words  or  phrases  -  unless  you  know  that  the 
customer  shares  your  specialized  vocabulary.  Avoid  using  acronyms  and  other  short  forms 
instead  of  the  full  name  of  government  departments,  programs  or  courts. 
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Some  commonly  used  acronyms  in  MAG  and  MSGCS: 


DAG  - 
DMC  - 
FLS 
HR 

HRPC  - 
IJCSD  - 
MAG  - 
MEC  - 
MSGCS  - 

OPP 

SMC  - 
WDHP  - 


Deputy  Attorney  General 
Divisional  Management  Committee 
French  Language  Services 
Human  Resources 

Human  Resources  Planning  Committee 

Integrated  Justice  Corporate  Services  Division 

Ministry  of  the  Attorney  General 

Ministry  Education  Committee 

Ministry  of  the  Solicitor  General  and 
Correctional  Services 

Ontario  Provincial  Police 

Senior  Management  Committee 

Workplace  Discrimination  &  Harassment 
Prevention 


Check  with  the  customer 

Periodically,  ask  questions  to  verify  the  customer's  understanding. 
Consider  the  customer's  reaction.  If  the  person  demonstrates  an  ability  to 
take  in  new  information  quickly,  speak  more  quickly  and  add  appropriate 
detail.  If  the  person  has  trouble  keeping  up  with  your  explanation,  slow 
down  and  speak  in  simpler  terms.  Pause  frequently  to  verify  the 
customer's  understanding  before  adding  new  information. 


Always  shape 
your  answers  to 
your  customer's 
level  of 
understanding. 


Send  a  positive 

non-verbal 

message. 

Validate  the 
speaker. 


Remember  to  ask  if  the  customer  has  any  further  questions  before  you 
conclude  the  conversation.  Offer  any  relevant  written  material  in  the 
customer's  language  and  format  of  choice,  or  encourage  telephone  callers 
to  phone  back  if  they  need  more  information. 
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Words  to  Use  and  Words  to  Avoid 


Use:  Rather  than: 

Could  you  please  .  .  .  You  have  to  .  .  . 

You  can't .  .  . 

You  should  .  .  . 

Iam...  (The  organization  is  .  .  .)  unable  to  .  .  It's  not  our  policy  .  .  . 

.  because 

Have  you  considered  .  .  .?  Why  don't  you  .  .  .? 


It  works  well  when  .  .  . 


It's  necessary  .  .  . 
It's  required  .  .  . 


Can  you  tell  me  about  the  difficulty  you're  What's  your  problem? 

having? 

I'll  do  .  .  .  [Explain  what  you  can  do.]  I'll  try. 

Tips  for  Improving  Oral  Communication 

In  applying  some  of  the  effective  communication  techniques  to  oral  and  written  bilingual  services 
offered  by  the  OJS,  a  more  practical  perspective  becomes  evident.  We  offer  the  following  services 
in  head  offices  and  in  offices  in  designated  areas  and  in  areas  serving  designated  areas: 


♦  over  the  telephone  services 

♦  automated  telephone  services;  and 

♦  over-the-counter  services. 

Following  are  some  techniques  for  providing  effective  service  to  your  customers. 
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Responding  to  a  French  Request 


1 .  Greet  all  customers  with  a  bilingual  greeting: 

"Ministry  of  the  Attorney  General,  Bonjour!" 

or  "Ministry  of  the  Solicitor  General  and  Correctional  Services,  Bonjour!" 

2.  Respond  to  the  French-speaking  customer: 

"Un moment,  s'il  vous  plait!" 

3 .  Link  the  customer  with  a  co-worker  who  is  proficient  in  French.  Ask  your  supervisor  for  a  list  of 
French-speaking  staff  in  your  area.  (Keep  a  list  of  French-speaking  and  bilingual  staff  near  your 
telephone.  See  sample  list  in  Appendix  B.) 

Handling  Difficult  Questions 

When  communicating  with  a  customer,  you  may  find  yourself  in  a  situation  where  the  customer 
asks  you  questions  which  make  you  feel  uneasy.  Such  questions  can  be  divided  into  several 
categories:  vague,  hypothetical,  false  ground  and  accusatory.  In  addition,  the  customer  may  ask 
multiple  questions  in  one  sentence.  Generally,  it  helps  to  listen  carefully  and  to  try  to  be  brief  with 
your  answers.  Once  you  have  answered,  check  back  with  the  customer  to  make  sure  that  he  or 
she  has  understood  your  response.  If  you  do  not  know  the  answer,  it  is  always  better  to  find  out 
and  get  back  to  the  customer  than  to  guess  at  an  answer. 

Vague  Question 

As  the  name  suggests,  a  vague  question  is  a  question  that  is  not  formulated  clearly.  Rather  than 
trying  to  respond  immediately  to  this  type  of  question,  ask  the  customer  to  clarify  the  question  so 
as  not  to  make  your  answer  equally  vague. 

To  obtain  a  better  understanding  of  what  the  customer  requires,  you  can  use  open  questions  to 
extract  more  information  from  that  client.  Open  questions  cannot  be  answered  with  a  simple  "yes" 
or  "no".  In  most  cases,  an  explanation  is  required. 

Examples: 

"How  did  you  make  the  request?" 

"What  type  of  information  do  you  need?" 

Open  questions  may  begin  with  words  such  as:  how,  why  and  what. 


GREAT  SERVICE  IS 
SOMETHING  YOU 
DO  WITH  AND  FOR 
CUSTOMERS 

NEVER  TO  THEM. 


Hypothetical  question 

A  hypothetical  question  is  not  based  on  facts  and  may  force  you  to 
speculate.  For  example,  "If  your  Ministry  did  not  offer  services  in 
French,  how  would  the  francophone  community  have  access  to 
justice?"  Rather  than  answering  this  kind  of  question,  point  out  to  the 
customer  that  it  is  a  hypothetical  question  and  say  politely  that  you 
cannot  answer  it. 
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False  ground  question 

Some  questions  may  require  you  to  answer  for  other  individuals  and/or  other  organizations,  or  for 
the  Government  in  general.  Do  not  speculate  on  the  decisions,  actions  and  policies  of  others.  Let 
the  customer  know  that  you  cannot  answer  in  place  of  others  but  that  you  would  be  glad  to  help 
him  or  her  in  your  capacity. 

Accusatory  Question 

This  kind  of  question  accuses  you  of  something  which  may  or  may  not  be  your  responsibility. 
Although  it  is  very  easy  to  become  defensive  when  you  feel  you  are  being  wrongfully  "attacked", 
a  defensive  and/or  denying  attitude  gives  the  impression  of  guilt,  even  if  there  is  nothing  to  feel 
guilty  about.  If  you  made  a  mistake,  for  example,  accept  responsibility  for  the  mistake:  keep  your 
answer  brief  and  focus  on  the  facts. 

Multiple  Questions 

Some  customers  may  ask  you  three  or  four  questions  in  one  sentence.  In  answering  a  multiple 
question  it  is  easy  to  become  confused.  Point  out  to  the  customer  that  he  or  she  has  asked  several 
questions  and  that  you  will  try  to  answer  one  question  at  a  time.  It  might  be  helpful  to  make  notes 
and/or  ask  the  customer  to  repeat  those  questions  you  may  have  forgotten.  You  might  wish  to  ask 
the  customer  a  few  questions  to  clearly  define  what  he  or  she  requires.  Closed  questions  might  be 
useful  here. 


Resolving  Conflict 

You  may  find  yourself  in  situations  where  you  are  in  conflict  with  an  internal  or  external 
customer,  or  in  which  you  want  to  help  other  people  who  are  in  conflict.  Conflict  and 
disagreements  are  a  natural  part  of  life.  Conflict  resolution  is  a  technique  for  managing  hostility  or 
strong  differences  in  opinion  between  persons  or  parties. 

Conflict  Management  Tools 

People  have  at  their  disposal  a  variety  of  tools  for  managing  conflicts.9  These  tools  include  the 
ability  to: 

♦  establish  real  communications  (human  contact,  not  shallow  rhetoric); 

♦  provide  a  forum  or  atmosphere  for  listening  and  gathering  data; 

♦  work  on  a  frame  of  reference  for  clear  perceptions  and  word  meanings; 

♦  recognize  and  avoid  attributions  and  assumptions  about  groups  or  individuals; 

♦  check  for  all  the  facts  and  ensure  information  is  valid  and  accurate; 

♦  describe  behaviour  objectively,  avoid  generalisations  and  do  not  attribute  motives; 

♦  avoid  manipulation  and  hidden  agendas; 

♦  look  at  alternatives,  develop  new  solutions  and  synthesize  ideas 


Source:  Latimer,  R.S.,  Introduction  to  Conflict  Resolution  (Fredericton,  N.B.:  Latimer  Consulting 
Systems,  1985)  4-7. 
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Conditions  for  Constructive  Resolution 
Conflict  resolution  is  facilitated: 


1.  When  the  conflicting  parties  avoid  a  win/lose  stance 

It  is  possible  for  all  parties  to  "win”  in  part,  and  no  one  needs  to  "lose".  Resolution  is  slowed 
or  prevented  when  the  lines  are  clearly  drawn  between  winners  and  losers. 

2.  When  both  parties  have  the  same  information  about  the  problem 

Playing  it  "close  to  the  vest”  or  "dealing  under  the  table"  only  guarantees  confusion  and 
mistrust.  Make  sure  all  the  facts  are  brought  to  light  and  checked. 

3.  When  the  parties  are  honest  and  direct  w  ith  each  other 

Deceitfulness,  trickery  or  pretence  will  only  exacerbate  the  problem. 

4.  When  the  basic  goals  of  the  two  sides  are  compatible 

While  this  may  not  always  be  possible,  a  positive  and  desirable  goal  is  to  search  out  and 
identify  some  common  goals. 

5.  When  each  person  accepts  responsibility  for  his  or  her  own  feelings 

It  is  not  helpful  for  one  party  to  say  to  the  other,  "You  made  me  feel  this  way."  No  one  else 
can  ultimately  control  your  feelings.  Only  you  can  do  that. 

6.  When  each  person  is  willing  to  confront  and  deal  with  the  problem  openly,  rather  than 
avoiding  or  hiding  from  it 

A  satisfactory  settlement  cannot  be  reached  by  side-stepping  the  issue. 

7.  When  some  system  of  exchange  is  adopted 

Legitimate  trade-offs  offer  satisfaction  for  both  sides.  If,  through  a  process  of  responsible 
negotiation,  each  side  gives  something  the  other  side  wants,  it  is  usually  possible  to  arrive  at 
some  form  of  mutually  acceptable  solution. 


Attitudes  and  Behaviours 

The  attitudes  and  behaviours  demonstrated  by  the  people  in  conflict  can  have  a  significant  effect 
on  the  chances  for  resolving  the  conflict.  Following  are  examples  of  some  ineffective  and  effective 
attitudes  and  behaviours. 
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Ineffective 

Effective 

Manipulation 

Trying  to  manoeuvre  or  manipulate  others  to 
achieve  our  own  ends. 

Openness 

Clearly  voicing  personal  feelings,  aspirations 
and  fears. 

Stereotyping 

Using  a  widespread  view  of  members  of  a 
particular  group  which  does  not  take  into 
consideration  intrinsic,  individual  differences. 

Acceptance 

Respecting  others  as  individual  persons  who 
have  legitimate  hopes,  fears  and  aspirations; 
seeing  them  as  having  potential  for  growth. 

Selective  Listening 

Retaining  or  paying  attention  only  to  that  with 
which  we  agree  or  support. 

Objective  Listening 

Making  an  effort  to  hear  all  of  what  is  being 
communicated  without  bias. 

Secrecy 

Withholding  information,  resources,  etc. 
which  may  be  useful  in  reaching  an  agreement. 

Mutual  Sharing 

Providing  any  information  or  input  which  is 
relevant  to  the  problem  and  which  may  help 
find  a  solution. 

Approaches  in  Conflict  Resolution 

Conflict  resolution  is  a  technique  for  managing  hostility  or  strong  differences  in  opinion  between 
persons  or  parties.  The  following  are  some  less  creative  and  more  creative  approaches  to  conflict 
resolution. 


Less  Creative  Approaches 

More  Creative  Approaches 

Denial 

Honesty 

Denying  that  the  conflict  or  problem  really 
exists,  or  passing  it  off  as  being  of  little  or  no 
importance. 

Facing  the  situation  honestly  and  accepting 
the  reality  of  each  party's  needs  and 
motivations  within  a  situation. 

Oversimplification 

Trying  to  maintain  the  myth  that  "we're  all 
essentially  alike."  Saying  this  doesn't  make  it 
so,  even  though  it  may  be  an  idea. 

Objectivity 

Trying  to  look  at  the  situation  from  the  point 
of  view  of  each  person 

Segregation 

Segregating  or  separating  conflicting  people  in 
the  situation  (usually  just  postpones  dealing 
with  the  issue). 

Alternatives 

Exploring  a  variety  of  alternative  ways  to 
handling  conflicts  with  a  view  to  finding 
logical  and  innovative  solutions. 

Intimidation 

Values 

Using  the  threat  of  authority  or  power  to 
force  the  people  to  stop  fighting. 

Projecting  the  future  values  or  potential 
benefits  that  could  result  from  a  changed 
situation. 
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Punishment 

Punishing  people  who  have  performed 
aggressive  acts,  rather  than  first  considering 
context  and  motivation. 


Naturalness 

Recognizing  the  fact  that  conflict  is  a  natural 
and  inherent  part  of  organizational  life  and 
human  relationships. 


Celebrated  lateral  thinker  and  educator  Edward  De  Bono  is  famous  for  developing  an  innovative 
problem-solving  method  called  six  thinking  hats.  The  purpose  of  the  six  thinking  hats  is  to 
unscramble  thinking  so  that  a  thinker  is  able  to  use  one  thinking  mode  at  a  time  -  instead  of  trying 
to  do  everything  at  once.  The  six  thinking  hats  method  is  designed  to  switch  thinking  away  from 
the  normal  argument  style  to  a  map-making  style. 

In  using  this  method,  a  mediator  (wearing  the  blue  hat)  decides  which  colour  hat  the  group  is 
metaphorically  wearing  at  any  given  time  during  negotiations  or  during  brainstorming  sessions. 
Members  of  the  group  do  not  literally  “wear”  the  hats,  they  merely  pretend  that  they  are.  While 
“wearing”  a  given  hat,  members  cannot  deviate  from  the  characteristics  of  that  hat.  This  allows 
members  to  really  focus  on  the  different  perspectives  of  a  given  issue. 

The  six  hats  have  the  following  characteristics: 


White  hat:  virgin  white,  pure  facts,  figures  and  information  -  detached,  logical  thinking  like  a 
computer 


Red  hat:  seeing  red,  emotions  and  feelings  -  “This  is  how  I  feel  about...”  -  attempts  should 

never  be  made  to  justify  the  feelings  or  to  provide  a  logical  basis  for  them 

Black  hat:  devil’s  advocate,  negative  judgement,  why  it  will  not  work 


Yellow  hat:  sunshine,  brightness  and  optimism,  positive,  constructive,  opportunity,  not 

concerned  with  mere  positive  euphoria  (red  hat)  nor  directly  with  creating  new 
ideas  (green  hat) 


Green  hat:  fertile,  creative,  plants  springing  from  seeds,  movement,  provocation,  always 
seeking  alternative  and  divergent  ideas  and  solutions 


Blue  hat:  cool  and  control,  like  an  orchestra  conductor,  he  or  she  is  the  mediator,  monitors 

the  thinking,  ensures  that  the  rules  of  the  game  are  observed,  defines  the  subject(s) 
and  problem(s),  shapes  the  questions,  responsible  for  summaries,  overviews  and 
conclusions. 
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The  following  6-step  service  recovery  model  is  designed  to  help  you  deal  with  a  variety  of 
customer  situations.  The  more  difficult  the  situation,  the  further  down  this  model  you  need  to 
go10: 

1)  Apologize. 

Acknowledge  your  customer’s  feelings  and  apologize  for  the  inconvenience. 

2)  Listen,  empathize  and  ask  open  questions. 

Use  your  skills  to  show  your  customer  that  you  care  and  want  to  learn  about  the  problem. 

3)  Fix  the  problem  quickly  and  fairly. 

Do  whatever  is  required  to  give  your  customer  the  product  or  service  originally  expected. 

4)  Offer  atonement. 

Sometimes  doing  what  was  supposed  to  be  done  in  the  first  place  isn’t  enough.  A  gesture  of 
atonement  says,  “  I  want  to  make  it  up  to  you.” 

5)  Keep  your  promises. 

Service  breakdowns  begin  when  your  customer  believes  your  service  promise  has  been 
broken.  Be  certain  that  you  keep  the  promises  you  make,  and  make  only  promises  you  can 
keep,  during  the  recovery  process. 

6)  Follow  up. 

After  you  implement  your  solution,  follow  up  in  your  organization  (to  make  sure  things  are 
done  internally)  and  with  your  customer  (to  make  sure  that  he  or  she  is  satisfied). 


Anderson,  69. 
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Providing  Services  over  the  Telephone 


Ontario  Government  Telephone  Policies 

The  way  we  conduct  ourselves,  our  professional  manner,  is 
critical  for  providing  responsive  and  effective  customer  service. 
This  includes  the  way  we  answer  and  handle  enquiries  on  the 
telephone.  When  a  customer  calls,  answer  the  phone  in  both 
English  and  French.  Remember  that  each  head  office  and  each 
office  located  in,  or  serving,  a  designated  area  has  an  obligation 
to  provide  equal  quality  services  in  English  and  in  French  -  this 
includes  communicating  in  French  by  telephone.  See  Appendix 
A  for  a  helpful  collection  of  bilingual  greetings  which  may  be 
useful  to  you  in  dealing  with  French-speaking  customers  over 
the  telephone. 

There  is  a  lot  more  to  good  telephone  usage  than  just  saying  "hello"  or  "bonjour".  As  Ontario 
Government  employees,  there  are  some  very  specific  policies  which  apply  to  the  way  we  answer 
the  telephone. 


CUSTOMERS  EXPECT 

•  TIMELINESS 

•  ACCESSIBILITY 

•  RESPONSIVENESS 

•  RELIABILITY 

•  VALUE  FOR  TAX 
DOLLARS 


Answering  Calls  •  A  caller  should  not  have  to  go  through  more  than  one  answering 

position  to  reach  the  person  they  are  calling,  whether  the  caller  is 
requesting  services  in  English  or  French. 

•  Use  the  phrase  "un  moment"  or  "un  moment,  s'il  vous  plait". 


Transferring  Calls 


IF  YOUR  MAIN  PURPOSE 
IN  PICKING  UP  A  CALL  IS 
TO  TRANSFER  IT, TRY 
SUBSTITUTING  “HOW 
MAY  I  DIRECT  YOUR 
CALL?”  FOR  “HOW  MAY 
I  HELP  YOU?” 


Transfer  calls  only  when  necessary  and  be  sure  the  caller  is 
willing  to  be  transferred. 

Explain  to  the  caller  why  the  transfer  is  necessary. 

Give  the  caller  the  number,  and  when  possible,  the  name  of  the 
person  to  whom  the  call  is  being  transferred. 

•  Preview  the  transfer  process  for  the  caller.  This  is  particularly 
important  if  you  are  transferring  the  customer  into  some  type 
of  menu-guided  automated  call-response  system.  Let  them 
know  exactly  what  they  will  encounter  in  this  situation.  For 

example:  “You  will  be  asked  to  choose  between . and 

. ,  you  will  then  have  to . etc.”  Without  this  type  of 

preview,  callers  often  hang  up  when  transferred  to  an 
automated  system. 

Do  not  transfer  calls  if  you  are  not  sure  with  whom  the  caller 
should  be  speaking.  If  you  are  unable  to  make  the  correct 
transfer,  take  the  caller's  name  and  number  and  call  back  when 
you  have  the  correct  information. 


•  Thank  the  caller  for  allowing  you  to  transfer  the  call. 
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Collect  Calls 


While  it  is  widespread  practice  in  the  Ontario  government  to 
accept  collect  calls,  each  office  has  its  own  policy.  Check  with 
your  supervisor  for  your  office's  policy. 


Screening  Calls  •  Only  screen  calls  for  Ministers  and  Deputy  Ministers.  This 

means  that  you  should  not  ask  callers  to  identify  themselves 
before  informing  them  of  the  availability  of  the  person  they  are 
calling. 

•  When  screening  calls  for  Ministers  and  Deputy  Ministers,  make 
sure  to  take  a  message  from  anyone  that  calls.  The  easiest  way 
to  keep  callers  from  feeling  that  their  call  doesn’t  pass  the 
importance  test  is  to  take  messages  from  all  callers.  Then  use 
your  pre-screening  information  to  prioritize  the  messages. 

All  services  (including  procedures)  that  are  required  to  be  available  in  French  must  be  provided  in 
a  manner  which  meets  the  same  high  customer  service  standards  as  those  offered  in  English. 

Employees  in  designated  positions  and  staff  who  are  proficient  in  both  English  and  French  should 
answer  public  telephone  lines  in  a  bilingual  format,  such  as11: 

"Ministry  of  the  Attorney  General  (or  Branch  name),  bonjour," 
or  "Ministry  of  the  Solicitor  General  and  Correctional  Services,  bonjour" 
or  "Jane  Doe  speaking,  bonjour." 

Following  this  greeting,  employees  must  carry  on  the  conversation  in  the  language  chosen  by  the 
caller.  A  bilingual  telephone  greeting  lets  customers  know  that  services  are  available  in  the  official 
language  of  their  choice,  English  or  French.  It  also  shows  the  ministries'  commitment  to  the 
Government's  mandate  of  providing  FLS. 

Staff  who  are  not  proficient  in  French  should  still  answer  public  lines  using  the  bilingual  formats 
listed  above.  If  the  caller  replies  in  French,  do  not  panic!  Simply  respond: 

«Un  instant,  s'il  vous  plait» 
or 

«Un  moment,  s'il  vous  plait». 

Following  this  greeting,  simply  transfer  the  call  to  an  employee  who  speaks  French.  (Refer  to 
Appendix  B  for  a  sample  list  of  the  French-speaking  or  bilingual  staff  in  your  area.) 


Telephone  Tips 

•  Answer  the  call  in  as  few  rings  as  possible. 

•  Use  a  bilingual  greeting. 

•  Clearly  identify  the  department  and/or  yourself. 


Anderson,  18. 
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•  Listen  carefully  to  the  caller. 

•  Give  the  caller  a  choice  between  holding  the  line  or  being  called  back. 

•  When  you  place  the  caller  on  hold,  ask  for  permission  and  wait  for  an  answer,  or 
explain  why  you  are  leaving  the  line. 

•  If  there  is  an  extended  delay  (more  than  one  minute),  offer  to  call  back. 

•  When  the  caller  is  on  hold,  return  to  the  line  periodically. 

•  When  returning  to  the  line,  thank  the  caller  for  waiting. 

•  If  the  information  is  not  available  at  the  promised  callback  time,  call  the  customer  and 
give  an  explanation. 

•  Close  the  conversation  in  a  courteous  manner  and  let  the  caller  hang  up  first. 

•  Treat  the  last  caller  of  the  day  with  the  same  courtesy  and  enthusiasm  as  the  first 
caller. 


Automated  Telephone  Systems 

When  an  automated  telephone  system,  an  answering  machine  or  voice  mail  is  used  to  answer  calls 
in  an  office  that  is  identified  as  providing  services  in  French,  all  information  recorded  in  English 
should  be  also  recorded  in  French  by  a  person  with  advanced  or  superior  French  language  skills. 

Services  for  Hearing-Impaired  Customers  -  TTY12 

The  majority  of  people  with  full  hearing  are  unfamiliar  with  the  special  needs  of  the  hearing- 
impaired  community.  In  many  ways,  you  may  even  be  apprehensive  about  dealing  with  customers 
whose  needs  require  such  special  attention.  But  this  need  not  be  the  case;  special  technology  has 
helped  to  transform  this  once  daunting  service  delivery  into  an  easy  one. 

Until  1964,  telephones  were  designed  solely  for  the  use  of  the  hearing  community.  If  you  were 
deaf,  you  needed  to  rely  on  someone  else  to  place  your  calls.  But  in  1964,  Robert  Weitbrecht 
invented  a  way  by  which  people  could  use  teletypewriters  (TTYs)  to  communicate  with  each 
other  over  the  phone.  Over  the  years,  this  technology  has  changed  and  improved.  The  use  of 
acronyms  has  also  changed  and  one  can  now  use  interchangeably  TTY  with  TDD  (telephone 
device  for  the  deaf)  or  TT  (text  telephone).  In  the  OPS,  TTY  is  generally  used  to  describe  this 
service. 


Anderson,  34. 
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A  TTY  is  simply  a  telephone  that  is  attached  (either  by  cable  or  as  a  single  unit)  to  a  keyboard. 
The  message  typed  on  the  keyboard  is  transmitted  via  a  modem  to  a  second  TTY,  where  it  is 
displayed  on  a  screen.  Some  TTYs  are  equipped  with  printers  that  allow  the  sender  or  receiver  to 
keep  a  copy  of  the  conversation.  Most  of  you  will  probably  recognize  that  the  same  basic 
principles  used  in  sending  and  receiving  E-mail  are  used  in  TTY  communication. 

The  acronym  TTY  before  or  after  a  telephone  number  indicates  that  the  number  connects  to  such 
a  system. 

Incoming  TTY  calls  are  sometimes  hard  to  identify.  Many  of  the  older  machines  emit  a  high- 
pitched  sound  (like  a  fax  machine)  while  many  newer  ones  make  no  sound  at  all.  Consequently, 
many  TTY  callers  are  hung  up  on.  If  your  branch  offers  TTY  phone  numbers,  be  aware  that  a 
silent  call  on  your  line  may  be  a  misdirected  TTY  call.  It  is  wise  to  know  which  TTY  phone 
numbers  are  offered  in  your  branch. 

When  calling  a  person  with  a  hearing  impairment,  let  the  phone  ring  longer  than  usual.  Be  extra 
careful  about  distracting  background  noises  in  your  office  that  may  make  it  difficult  for  your 
customer  to  hear  you.  Pause  after  each  sentence  to  be  sure  that  your  customer  is  following  the 
conversation. 

Because  there  is  no  voice  to  recognize  with  TTYs,  it  is  extremely  important  that  at  the  beginning 
of  the  message  you  identify  yourself  and  your  reason  for  calling.  If  you  make  a  typing  error  while 
using  a  TTY  yourself,  do  not  bother  to  correct  it  as  long  as  the  word  can  be  understood.  If  you 
need  to  place  the  other  party  on  hold,  be  certain  that  you  type  “PLS  HD.”  To  end  the 
conversation,  both  parties  say  or  type  their  goodbyes,  ending  with  “SK,”  before  hanging  up. 

The  following  are  the  most  common  TTY  abbreviations: 

GA:  “Go  ahead.” 

Q:  Question  mark 

PLS  HD:  “Please  hold.” 

U:  “You.” 

R:  “Are.” 

SK:  “Stop  keying.”  (Indicates  that  the  conversation  is  at  an  end.) 

Punctuation  is  often  not  used.  A  space  indicates  the  end  of  a  sentence. 
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Providing  Services  over  the  Counter 


For  offices  in  designated  areas  or  those  which  are  serving  a  designated  area,  over-the-counter 
services  should  indicate  that  services  are  available  in  both  official  languages,  English  and  French: 


Welcome/Bienvenue 

Ici  on  parle  fran^ais 

BIENVENUEAVELCOME 

or 

In  this  location,  services  are 

Ici,  nos  services  sont  offerts 

offered  in  both  English  and  French 

en  fran^ais  et  en  anglais 

These  signs  show  the  customer  that  services  are  offered  in  both  languages.  It  is  also 
recommended  that  bilingual  staff  be  assigned  to  counter  services  to  avoid  any  delay  in  tending  to 
French-speaking  customers.  Bilingual  staff  who  have  contact  with  the  public  should  carry  on  the 
conversation  in  the  language  chosen  by  the  customer. 

A  bilingual  employee  must  be  available  at  all  times  to  ensure  equal  quality  services  to  French- 
speaking  clients.  Managers  are  responsible  for  ensuring  that  services  are  available  in  French  at  all 
times  (to  cover  breaks,  vacations,  sick  leave,  and  leaves  of  absence).  This  is  done  by  identifying  an 
adequate  number  of  designated  positions  and  by  assuring  that  these  positions  are  filled  by  bilingual 
staff. 

Staff  who  are  not  proficient  in  French  and  who  have  contact  with  the  public  should  promptly 
escort  or  refer  the  customer  to  the  person  responsible  for  providing  services  in  French  in  their 
office.  (See  Appendix  A  for  a  list  of  simple  yet  useful  French  expressions). 


"At  Your  Service". ..In  English  &  French  Ontario  Justice  System  90 


Over-the- Counter  Service  Tips 


*  Greet  everyone  using  a  bilingual  format:  "Bonjour,  can  I  help  you?" 

*  To  make  them  feel  comfortable,  treat  all  customers  in  a  friendly,  courteous  and  interested 
manner. 

*  If  your  customer  speaks  French  and  you  are  not  proficient  in  the  French  language,  say  a 
few  words  in  French  (see  Appendix  A  for  useful  French  expressions),  and  call  a  French- 
speaking  or  bilingual  staff  member  immediately  (see  Appendix  B  for  a  list  to  keep  by  the 
telephone). 


10  Steps  to  Providing  Effective  Telephone  and  Over-the- 

Counter  Services13 


The  following  ten  steps  may  help  you  to  make  productive  contact  with  a  customer,  whether  over 
the  counter  or  on  the  telephone: 

Step  1:  Listen  attentively 

•  Hear  the  message.  Listen  to  both  verbal  and  non-verbal  information. 

•  Interpret  the  message.  A  good  interpretation  is  a  match-up  of  meaning  between  the 
speaker  and  the  listener. 

•  Evaluate  the  message.  The  listener's  opinion  should  be  based  on  all  available 
information.  Ask  questions. 

•  Respond  to  the  message.  Good  listening  means  giving  the  speaker  an  appropriate 
response,  verbally  and/or  non- verbally. 

Step  2:  Be  polite 

The  customer  may  be  upset,  but  if  you  take  an  unruffled  approach,  the  customer  may 
adopt  the  same  manner.  Even  if  your  customer  remains  upset,  stay  calm.  Two  people 
engaging  in  a  stormy  verbal  exchange  will  accomplish  nothing. 

Step  3:  Put  yourself  in  the  customer's  shoes 

Let  customers  know  that  you  empathize  (see  things  from  their  perspective). 

Statements  like,  "Yes,  it  must  be  frustrating.  If  you  will  give  me  the  details,  I  will  do 
my  best  to  help  you",  give  the  customer  confidence  that  someone  is  prepared  to  try  to 
help. 


Source:  Diane  Bone,  The  Business  of  Listening  (Menlo  Park  CA:  Crisp  Publications,  1988),  83. 
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Step  4: 


Step  5: 


Step  6: 


Step  7: 


Step  8: 


Take  responsibility  for  mistakes 

If  appropriate,  apologize  and  then  continue  with  business.  Never  blame  another 
person  or  a  co-worker.  Comments  such  as,  "Those  people  are  really  incompetent  over 
there;  we  get  a  lot  of  complaints  about  them",  are  unprofessional. 

Remember:  S 

"We  are  all  on  the  same  team  and  play  in  the 
same  sandbox;  don’t  throw  sand." 


Do  not  get  drawn  into  an  argument 

Angry  people  are  sometimes  looking  for  a  fight,  if  only  to  let  off  steam  after  a  series 
of  frustrating  experiences,  particularly  when  they  have  lost  a  court  case.  Do  not  take 
the  bait.  Press  ahead  with  your  offer  to  help  solve  the  problem. 

Allow  the  customer  to  blow  off  steam 

This  might  be  the  only  way  to  find  out  what  the  problem  is.  You  may  eventually  have 
to  interrupt,  but  do  so  politely  (when  the  customer  pauses  or  takes  a  breath).  Try  to 
focus  on  the  problem  to  be  solved  by  picking  up  on  a  previously  mentioned  detail. 

Ask  questions 

Occasionally  a  customer's  needs  may  be  unclear.  If  this  is  the  case,  asking  questions 
may  better  define  what  the  customer  requires.  Ask  open-ended  questions  which  elicit 
brief  explanation-style  responses. 

Do  not  take  angry  remarks  personally 

Remember,  the  customer's  anger  may  be  caused  by  something  other  than  the 
complaint.  Overlook  the  emotion  and  try  to  get  to  the  problem  itself. 
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Use  verbal  cushions: 


Step  9: 


Step  10: 


Fight  Starters 
You  are  wrong. 

I  know  how  you  feel. 
Boy,  you're  sure  mad. 


I  don't  know  why 
you're  so  upset. 


Communication  Helpers 

I  understand  why  you  think  that .  .  . 

I  can  understand  why  you'd  feel  that  way. 

I  can  understand  why  that  would  be 
annoying. 

I  can  see  why  you'd  be  upset. 

I  would  be  upset  too. 

I'm  sorry  it  has  been  so  difficult  getting  an 
answer. 


Do  not  give  a  customer  the  run-around 

This  applies  to  all  customers,  whether  they  prefer  service  in  English  or  French. 

Nothing  will  add  to  the  customer's  frustration  more  than  being  given  yet  another 
number  and  still  not  getting  the  information  required.  Make  sure  you  are  passing  the 
customer  on  to  someone  who  can  solve  the  problem.  If  dealing  with  a  French-speaking 
person,  make  sure  the  available  staff  member  can  provide  the  information  required  in 
French. 

Be  fair 

Do  not  let  a  French-speaking  customer  wait  any  longer  for  service  than  an  English- 
speaking  person  because  you  cannot  serve  this  customer  in  French.  If  the  French- 
speaking  customer  has  been  waiting  in  line,  when  his  or  her  turn  comes,  do  not  ask  the 
person  to  step  aside  until  you  get  someone  who  can  help.  Go  find  the  bilingual  staff 
person  who  will  help  before  attending  to  your  next  customer.  There  is  nothing  more 
frustrating  than  being  treated  unfairly,  particularly  when  it  is  a  language  issue. 
Remember,  English-speaking  and  French-speaking  customers  must  be  treated  equally. 
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Effective  Written  Communication 


Almost  seven  million  adults  in  Canada  struggle  daily  to  make  sense  of 
written  information  such  as  labels  on  medicines  and  letters  from  their 
children's  schools.  Other  recent  research  has  shown  that  the  public 
experiences  difficulty  and  frustration  with  communications  from  all 
three  levels  of  government:  federal,  provincial  and  municipal.  More 
than  three-quarters  of  those  surveyed  in  one  study  said  that  government 
documents  should  be  written  more  clearly  than  they  are  now.  In  1991, 
the  Customer  Service  Task  Force  surveyed  the  public  about  Ontario 
Government  services  and  42%  of  those  surveyed  agreed  with  the 
statement  “the  language  in  government  forms  and  documents  is  hard  to  understand.” 


A  1990  Statistics 
Canada  survey 
showed  that  38% 
of  Canadian  adults 
have  difficulty 
with  everyday 
reading  activities. 


The  fact  that  many  legal  and  government  documents  are  not  written  in  direct,  clear  and  familiar 
language  is  more  than  an  inconvenience  for  the  public  we  serve.  This  means  we  may  not  be 
meeting  some  of  our  customer's  needs  and  expectations,  given  that  government  documents  often 
contain  important  information  that  can  profoundly  affect  the  reader. 

The  following  information  is  intended  to  help  you  improve  your  written  communications: 
organize  what  you  have  to  say;  choose  the  most  appropriate  words  to  say  it;  write  in  a  way  that 
makes  the  communication  easy  to  read;  and  know  when  and  how  to  provide  service  in  the 
customer's  language  of  choice.  If  you  regularly  correspond  in  writing,  you  may  want  to  further 
improve  your  understanding  of  plain  language  by  taking  a  course  or  researching  and  reading  some 
of  the  information  available  on  plain  language. 


Find  a  Tone  That  Fits 


What  you  say  may  be  less  important  to  your  readers  than  how  you  say  it.  A  patronizing,  negative, 
authoritarian,  legalistic  or  bureaucratic  tone  will  make  many  readers  uncomfortable,  whether  they 
are  colleagues  (internal  customers)  or  the  general  public  (external  customers).  A  formal, 
impersonal  tone  can  quickly  alienate  or  intimidate  people.  A  colloquial  or  folksy  tone  will  make  a 
message  seem  unimportant  and  information  seem  unreliable. 

Readers  who  are  uncomfortable,  intimidated  or  unimpressed  soon  stop  reading.  To  get  your 
message  across,  use  a  tone  that  fits  your  audience;  a  tone  which  is  neither  too  personal  nor  too 
formal. 

The  following  steps  could  be  applied  when  trying  to  find  an  appropriate  tone  with  which  to 
address  customers: 

Step  1:  Identify  who  your  readers  are. 

Step  2:  Determine  what  their  needs  are  by  asking  yourself  the  following  questions: 

•  What  do  the  readers  need  to  know? 

•  In  what  way  can  I  communicate  so  they  can  understand  and  relate  to  the 
information  being  delivered? 

•  In  what  tone  would  I  like  to  be  addressed? 

•  At  what  knowledge  level  is  your  customer  operating  or  communicating? 
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Step  3:  Write  the  document  from  the  reader's  perspective. 

Step  4:  Assume  the  reader  has  little  or  no  knowledge  of  the  subject  material. 

Plain  Language 

Plain  language  reduces  misunderstandings;  it  promotes  understanding  of,  and  compliance  with, 
laws  and  regulations.  Plain  language  improves  access  to  information  and  services  and  enhances 
customer  satisfaction.  When  used  internally,  plain  language  also  helps  to  increase  staff  efficiency 
and  effectiveness. 

The  Ontario  government,  along  with  the  governments  of  British  Columbia, 
Plain  language  Alberta  and  Saskatchewan,  has  recently  adopted  a  policy  to  use  plain 

|  *s  costeffecUve.  English  and  French  language  ("plain  language")  in  written  materials  for 

internal  and  external  audiences.  The  OJS  is  increasingly  using  plain  language 
in  documents  for  its  internal  and  external  customers,  in  both  official  languages. 

Plain  language  writing  is  a  process  that  develops  documents  with  the  needs  of  their  readers  in 
mind.  The  process  involves  identifying  the  readers,  assessing  their  needs  and  writing  in  a  way  to 
meet  those  needs.  Plain  language  uses  familiar  vocabulary,  logical  organization,  straightforward 
grammar  and  a  well-designed  layout.  It  avoids  legal  jargon,  bureaucratic  complexity  and 
unnecessary  formality  whenever  possible.  The  goal  of  plain  language  is  for  readers  to  easily 
understand  the  message. 

Writing  clearly  and  directly  takes  some  knowledge  and  much  practice.  Whether  you  are  writing  a 
letter  to  a  member  of  the  public  or  an  e-mail  to  a  colleague,  you  must  ask  yourself:  "Am  I  saying 
what  I  want  to  say,  in  a  way  that  my  reader  will  understand?" 

Tips  to  Improve  Written  Communication 

You  can  improve  your  written  communication  by  organizing  your  document,  choosing  the 
appropriate  language  and  using  plain  language. 

Organize  Your  Document 

A  well-organized  publication  or  letter  helps  a  reader  locate  information  quickly  and  easily.  To 
write  a  well-organized  document,  you  must  know  what  you  want  to  say  and  what  your  readers 
need  to  know. 

When  writing  about  government  programs  and  legislation,  the  general  public  needs  answers  to 
basic  questions  such  as: 

•  To  whom  does  this  apply? 

•  Why  is  this  important  to  me? 

•  What  do  I  have  to  do? 

•  How  do  I  do  it? 

•  When  and  where  do  I  do  it? 

•  What  happens  if  I  don't  do  it? 

•  Where  can  I  get  more  information  or  help? 
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Choose  Appropriate  Language 


Words  are  symbols  for  what  we  think,  feel,  do  and  perceive.  We  must  agree  on  the  basic  meaning 
of  a  word  for  it  to  help  us  communicate  with  one  another.  Communicating  accurately  in  writing  is 
particularly  difficult  when  dealing  with  abstract  concepts  such  as  regulations,  policies,  procedures, 
responsibilities  and  rights. 

Try  to  see  your  choice  of  words  from  the  readers'  point  of  view.  If  you  must  use  complex 
technical  or  legal  language  in  a  document  for  the  general  public,  try  to  keep  your  language  as 
clear  as  possible. 

If  it  is  necessary  to  use  acronyms  or  short  forms  in  written  text,  make  sure  that  the  proper  form 
appears  early  in  the  text,  followed  by  the  acronym  in  parentheses.  An  example  of  an  acronym  is 
OCFLS,  which  refers  to  the  Office  of  the  Co-ordinator  of  French  Language  Services.  (See  page 
85  for  other  commonly  used  acronyms.) 

Writing  Techniques 

Whether  you  are  writing  a  letter  or  a  longer  document,  organize  the  information  in  a  way  that  will 
make  sense  to  your  readers.  Begin  with  information  that  is  familiar,  then  add  new  information. 
Break  up  the  text  into  small,  labelled  pieces  of  information,  which  are  easier  to  understand  than 
large,  unbroken  blocks.  Use  headings  and  subheadings  to  help  your  readers  find  their  way  through 
the  text. 

Here  are  some  general  tips  to  help  you  organize  your  document: 


•  Write  short,  direct  sentences  (15-25  words) 

•  Develop  only  one  topic  in  a  paragraph 

Present  familiar  or  easy  material  before  introducing  new  materials 

•  Use  point  form  lists  for  clarity 

•  Give  clear  and  concise  instructions 

•  Structure  your  document  with  headings 

•  Use  strong  verbs  to  describe  actions 

•  Use  the  active  voice  instead  of  the  passive  voice 

•  Choose  words  with  clear  meanings;  avoid  the  use  of  acronyms  or  internal 
business  terms 

•  Leave  out  surplus  words  ("to"  instead  of  "in  order  to");  see  "Before  .  .  .  After" 
below 

•  Write  directly  to  your  readers  (for  example,  using  "you") 

•  Write  in  a  positive  way 

•  Avoid  gender  reference  and  bias;  see  pp.  55-56 
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Examples  of  Plain  Language  Writing 


Before  Plain  Language  Use 

Strict  and  vigilant  compliance  to  the 
aforementioned  safety  regulations  will  ensure 
the  continued  health  and  safety  of  all 
concerned. 

Should  you  have  the  occasion  to  know  of 
someone  whose  background  configuration 
approximates  the  position  specification 
above,  we  would  welcome  a  recommendation 
from  you  or  directly  from  the  exploring 
individual. 

I  am  not  a  party  to  a  proceeding  nor  am  I 
charged  with  an  offence  and,  accordingly,  I 
am  not  entitled  to  a  trial  before  a  bilingual 
judge,  but,  as  a  witness,  can  I  testify  in 
French? 

As  a  consequence  of  the  significance  and 
interrelatedness  of  She  factors  impinging 
upon  development  in  the  area,  it  was  felt  that 
a  comprehensive  community  plan  must  be 
sought. 


After  Plain  Language  Use 

Please  follow  these  rules  carefully  to  make 
sure  that  everyone  is  safe  and  healthy. 


If  you  know  of  someone  who  qualifies  for  the 
job,  please  let  us  know  or  have  the  person 
contact  us. 


If  I  am  a  witness,  can  I  testify  in  French? 


We  decided  to  do  a  thorough  area  plan 
because  factors  such  as  (name  them)  affect  the 
community's  development. 
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Examples  of  Plain  Language  Words  and  Phrases 


In  each  case,  the  "before"  and  "after"  words  mean  the  same  thing,  but  the  "after"  is  easier  to 
understand,  more  familiar  and  concrete. 


BEFORE  Plain  Language 

AFTER  Plain  Language 

by  means  of 

by 

commence 

begin 

endeavour 

try 

failed  to 

did  not 

for  the  purpose  of 

to 

from  that  point  in  time 

then 

impact 

effect 

in  as  much  as 

since 

ingest 

swallow 

in  the  event  that 

if 

prior  to 

before 

remuneration 

pay 

revenue  enhancement 

a  tax  increase 

strategize 

plan 

subsequent  to 

following 

utilize 

use 

For  further  information,  you  can  consult  the  federal  government  of  Canada  booklet  entitled  Plain 
Language:  Clear  and  Simple.  This  very  helpful  publication  is  available  by  contacting  Human 
Resources  -  Development  Canada  at  (819)  953-5280.  The  following  general  plain  language 
overview  has  been  culled  from  this  publication. 
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Before  you  start  writing,  ask  yourself: 


>  Who  is  your  audience? 

>  Why  are  you  writing  this  document? 

>  What  do  you  want  to  say? 

>  How  will  your  reader  use  your  document? 

>  How  should  you  organize  the  information? 

>  How  should  you  present  the  information? 

To  make  your  writing  effective: 

>  organize  your  ideas 

>  put  the  most  important  idea  first 

>  help  your  reader  find  important  information 

>  write  the  way  you  speak 

>  address  your  readers  directly 

Think  about  your  choice  of  paragraphs  and  sentences: 

>  limit  each  paragraph  to  one  idea 

>  don’t  overload  sentences 

>  use  active  sentences 

>  keep  sentences  and  paragraphs  short 

>  keep  sentences  simple 

>  link  your  ideas 

>  avoid  ambiguity  in  your  sentences 

>  emphasize  the  positive 

>  avoid  double  negatives 

Think  about  your  choice  of  words: 

>  use  simple,  everyday  words 

>  cut  out  unnecessary  words 

>  avoid  jargon 

>  avoid  or  explain  technical  words 

>  don’t  change  verbs  into  nouns 

>  avoid  chains  of  nouns 

>  explain  complex  ideas 

>  choose  your  words  carefully 

>  use  acronyms  carefully 
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Think  about  the  appearance  of  your  document: 

>  spacing 

>  headings  and  sub-headings 

>  highlighting 

>  table  of  contents 

>  type  style  and  size 

>  colour  of  ink  and  paper 

>  graphics  and  illustrations 

To  be  sure  you’re  writing  plain  language: 

>  check  with  the  experts  -  your  readers 

>  field  test 

>  ask  someone  else  to  read  your  draft 

>  use  available  grammar  and  style  software  packages  as  guides  only 

Written  Communication  in 
Both  Official  Languages 

The  bilingual  written  services  offered  by  MAG/MSGCS  include: 

•  forms  (including  computer-generated  forms  or  facsimile  sheets); 

•  correspondence  (including  word  processing); 

•  stationery  (See  Appendix  E  for  Translation  Procedures); 

•  reports  and  grant  applications;  and 

•  directives  and  notices  to  the  legal  profession. 


Forms  and  Documents 

All  forms  and  documents  intended  for  use  by  the  public  should  be  available  simultaneously  in 
English  and  French,  as  well  as  in  alternate  formats  when  requested.  Forms  and  documents  should 
be  made  available  in  a  bilingual  format  as  opposed  to  using  separate  English  and  French  versions. 
Forms  currently  using  separate  English  and  French  versions  should  be  converted  to  a  bilingual 
format  at  the  time  of  reprinting.  (See  the  Manager's  Guide  for  the  Management  Board  of  Cabinet's 
Directive  entitled  "Bilingual  Visual  Identity.") 

When  a  bilingual  form  is  not  practical  because  of  design  or  other  considerations: 

•  MAG/MSGCS's  French  Language  Services  Co-ordinator  must  approve  in  writing  the 
production  of  separate  English  and  French  versions;  and 

•  Both  forms  must  indicate  that  a  version  is  available  in  the  other  language.  The  form  or 
document  should  give  the  title  of  the  publication  along  with  a  contact  telephone 
number  and  address  (see  Appendix  B  for  samples). 

These  guidelines  also  apply  to  the  publication  of  unilingual  advertisements  in  newspapers  (see 
Appendix  B  for  samples). 
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For  information  on  alternate  formats, 
contact  the  Office  of  the  Co-ordinator 
of  French  Language  Services  (OCFLS). 


Correspondence 

All  MAG/MSGCS  letterhead,  such  as  fax  transmission  sheets, 
stationery,  envelopes  and  pamphlets,  must  be  in  both  English  and 
French.  This  lets  our  customers  know  that  services  are  available  in 
both  languages.  (See  the  Manager's  Guide  for  the  Bilingual  Visual 
Identity  Guideline). 

All  written  communications  in  French  directed  to  any  office  of  the 
Ontario  Government  must  receive  a  response  in  French.  The  OCFLS 
acts  as  an  advisor  to  personnel  from  both  MAG  and  MSGCS  and 
provides  translation,  revisions  and  proof-reading  services.  These 
services  ensure  that  quality  customer  service  is  provided  within  the  spirit  and  intent  of  the 
legislation.  (See  Appendix  E:  Directive  for  Translation  Services). 

OCFLS  promptly  has  responses  prepared  in  English  translated  into  French  and  returns  the 
translated  responses  on  diskette  or  e-mail  for  printing  on  appropriate  letterhead  paper. 

For  your  convenience,  the  OCFLS  has  prepared  a  few  samples  to  acknowledge  receipt  of 
correspondence  in  French  (see  Appendix  B).  These  materials  are  not  intended  to  replace  the 
translation  services  offered  by  OCFLS  (see  Appendix  E). 


Remember: 

All  replies  to 
letters  should  be 
entirely  in  French 
including  title  of 
addressee,  address 
&  date 


Telephone  Listings 

Public  telephone  directory  listings  for  offices  providing  services  in  English  and  French  must  be 
published  in  both  languages.  These  telephone  lines  must  be  answered  with  a  bilingual  greeting 
(e.g.,  "Ministry  of  the  Attorney  General,  Bonjour"  or  "Cour  de  l'Ontario,  division  provinciale, 
good  afternoon"). 
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Customer  Service  Evaluation 


Please  respond  to  each  statement  by  placing  the  appropriate  number  in  the  space  provided. 

12  3  4 

Never  Once  in  Most  of  All  the 

a  while  the  time  time 

_  The  telephone  is  answered  with  a  bilingual  greeting  by  the  third  ring. 

_ _  The  person  answering  the  telephone  is  courteous  and  friendly. 

_ __  The  person  answering  is  able  to  provide  a  minimal  first  response  in  French  following  the 

bilingual  greeting. 

_ _  The  call  is  quickly  directed  to  a  person  who  speaks  the  language  of  the  customer's 

choice. 

__ _  The  service  provider  (at  a  counter)  greets  the  customer  with  a  bilingual  greeting 

immediately  and  is  ready  to  help. 

_____  All  front-line  staff  are  courteous  and  helpful. 

_  I  know  who  my  customers  and  suppliers  are,  and  I  know  their  language  of  choice. 

_____  Complaints  are  resolved  quickly. 

_ I  receive  regular  feedback  on  my  own  performance  and  the  performance  of  my  work 

group. 

_  I  am  actively  involved  in  efforts  to  improve  service  quality. 

_  My  manager  provides  me  with  training  and  learning  opportunities  and  the  tools  to 

improve  service  quality  in  both  languages. 

TOTAL:  Add  up  your  scores. 

11-20  great  opportunities  ahead 
21-30  making  progress 
31-44  good  and  improving 
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PartI  V: 

What  Other  Bilingual  Services 
Do  We  Provide? 

In  addition  to  telephone  and  counter  services,  there  are  other  bilingual  service  categories  where 
effective  verbal  and  written  communications  are  also  important.  These  bilingual  service  categories 
include  media  services,  public  meetings,  signs,  uniforms/badges/business  cards  and  equipment. 
The  OCFLS  can  provide  you  with  some  helpful  guidelines  and  hints  towards  improving  your 
customer  service  in  these  areas  as  well. 


Guideline  on  Publications 


Communication  and  media  relation  programs  which  inform  the  general  public,  government 
employees  or  specific  groups,  must  be  available  equally  in  both  English  and  French.  In  some 
cases,  they  must  also  be  available  in  alternate  formats  in  both  languages  so  that  the  information  is 
accessible  to  people  with  disabilities.  These  communications  include: 


•  news  releases,  announcements  to  the  media 

•  pamphlets,  magazines,  newsletters 

•  promotional  materials  (posters,  stickers,  etc.) 

•  audio-visual  materials 

•  all  government  publications  intended  for  public 
distribution,  including  magazines  and  newsletters 


French  language  magazines  and  newsletters  may  differ  from  the  English  language  version  to 
achieve  greater  effect  with  their  target  audiences  but  should  be  of  comparable  quality  in  terms  of 
content  and  presentation. 

These  documents  should  also  be  made  available  in  a  bilingual  format  rather  than  separate  English 
and  French  versions. 

The  OJS's  Co-ordinator  of  FLS  must  approve,  in  writing,  the  production  of  separate  English  and 
French  versions. 
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Publications  Exempted  from  Translation 


The  following  types  of  documents  can  be  exempted,  under  the  French  Language  Services  Act, 
from  the  requirement  of  publication  in  French  (see  Appendix  F): 

•  technical  and  reference  documents  appended  to  Royal  Commission  reports,  special 
committee  or  task  force  reports; 

•  research  and  technical  documents  produced  in  limited  quantities  and/or  for 
specialized  audiences;  and 

•  research  and  technical  documents  available  to  the  public,  which,  because  of  their 
complexity,  are  generally  consulted  by  the  public  with  the  assistance  of  Ministry 
specialists  (who  are  capable  of  serving  the  customer  in  French). 

Call  the  Co-ordinator  of  French  Language  Services  for  advice 
on  how  to  obtain  an  exemption  from  translation  at 
(416)  326-4056;  FAX:  (416)  326-4782;  TTY:  (416)  326-1865 


Exhibits  and  Displays 


All  exhibits  and  displays  should  be  developed  in  English  and  French.  Staffing  at  these  displays 
should  include  at  least  one  bilingual  employee  present  at  all  times. 

All  written  material  distributed  at  exhibits  and  displays  must  be  available  in  English  and  French 
and,  where  appropriate,  in  alternate  formats  in  both  languages,  so  that  the  information  is 
accessible  to  people  with  disabilities.  Written  materials  include: 

•  information  kits 

•  brochures 

•  questionnaires 

•  other  handouts 


Bilingual  Visual  Identity 


It  is  important  to  be  consistent  in  identifying  the  Ontario  government  in  all  visual  communications. 
Since  English  is  the  government's  language  of  administration,  English  wording  should  appear 
before  or  above  French  wording. 

Head  Office  signs  located  in  designated  areas,  and  in  areas  serving  designated  areas  (see 
Appendix  C),  are  to  be  produced  and  installed  according  to  Management  Board's  Bilingual  Visual 
Identity  Directive  (see  the  Manager's  Guide). 
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Signs 


Signs  are  used  to  inform,  indicate  direction  and  identify.  It  is  important  that  all  signs,  including 
hand-written  signs,  be  posted  in  both  English  and  French  in  offices  required  to  provide  services 
in  French. 

This  includes  all  signs  found  in  common  areas,  such  as: 

•  building  lobby  signs 

•  corporate  identity  signs 

•  directory  boards 

•  cautionary  and  directional  signs 

•  courtroom/branch/unit  identification  signs 

•  locations  of  public  meetings 

•  notices  and  court  dockets 

If  in-person  reception  services  are  not  available,  you  will  have  to  provide  visual  directions  through 
permanent  or  temporary  signs.  It  is  the  responsibility  of  each  manager  to  ensure  that  these  signs 
are  in  place,  in  both  languages,  and  are  displayed  effectively. 

Do  signs  in  your  location  need  to  be  translated? 

Contact  the  Office  of  the  Co-ordinator  of  French  Language  Services 

(416)  326-4056,  326-4054;  TTY:  (416)  326-1865;  FAX:  (416)  326-4782 


Be  Careful  with  Temporary  Signs 

Sometimes  special  messages  and  reminders  are  posted  for  customers  in  offices  and  other  points  of 
service.  These  important,  but  temporary,  signs  are  the  source  of  many  public  complaints.  These 
messages  must  always  be  written  correctly  in  both  official  languages.  The  public  is  particularly 
sensitive  to  these  messages.  They  indicate  your  interest  in  the  government's  language  policy  and 
the  importance  your  office  places  on  quality  service. 

It  is  essential  that  translated  signs,  including  hand-written  signs,  be  proffered  before  they  are 
produced  and  posted.  Errors  can  lead  to  costly  and  time-consuming  revisions. 
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Directories 


All  headings,  titles,  categories,  descriptions  and  addresses  in  directories  should  be  listed  in  a 
bilingual  format. 


Office  Equipment 


Office  equipment  at  Head  Offices  and  in  designated  areas  must  have  the  necessary  hardware  and 
software  components  to  provide  support  services  in  French;  for  example,  keyboard,  software  and 
printers  must  be  able  to  produce  French  accents  (see  Appendix  D).  Staff  who  serve  the  French- 
speaking  community  must  also  be  equipped  with  dictionaries,  grammar  texts  and  community 
directories  in  French.  (Note:  These  materials  are  not  intended  to  replace  the  translation  service 
that  the  OCFLS  provides). 


Public  Meetings 


One  of  the  OJS's  main  commitments  is  to  enhance  customer  service  and  public  accessibility  to 
program  information.  Both  MAG  and  MSGCS  organize  public  information  sessions  to  explain 
programs  and  policies  offered  in  their  respective  ministries.  They  have  an  obligation  under  the 
French  Language  Services  Act  to  provide  FLS  at  events  which  take  place  in  designated  areas  or 
serve  a  designated  area. 

In  addition,  Ministry  representatives  from  both  MAG  and  MSGCS  are  often  invited  to  local 
public  meetings,  hosted  by  citizens'  groups  and  municipalities,  to  make  presentations  on  respective 
Ministry  programs  and  initiatives  or  to  act  as  resource  persons.  In  designated  areas  or  in  areas 
serving  designated  areas,  MAG  and  MSGCS  representatives  must  give  their  presentation  in 
French  as  well  as  in  English. 

Managers  are  responsible  for  how  services  are  provided  at  public  events.  Failure  to  meet  the 
linguistic  needs  of  French-speaking  residents  in  or  serving  designated  areas,  including  persons 
with  disabilities,  could  result  in  inconvenience  for  members  of  the  public  or  embarrassment  to  the 
OJS  and  the  government. 

Business  cards  and  name  badges  of  bilingual  staff  attending  public  meetings  should  be  in  a 
bilingual  format.  This  will  inform  the  public  that  services  in  French  are  available  from  these 
individuals. 

Invitation  notices  should  be  sent  simultaneously  in  both  English  and  French  and  in  alternate 
formats,  where  appropriate. 

Documents  distributed  during  a  public  meeting  should  be  made  available  simultaneously  in 
English  and  French  and  in  alternate  formats  in  both  official  languages,  when  requested. 
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Part  V: 

What  Resources  are  Available  to  Help  Us? 

This  section  contains  a  list  of  useful  resources  that  you  can  use  to  provide  service  to  your 
customers  in  their  choice  of  language  -  in  either  of  the  two  official  languages,  English  and  French, 
or  in  other  languages. 

Resources  described  on  the  following  pages  include: 

•  Access  Ontario  (Ottawa) 

•  AJEFO 

•  AT&T  Over-the-Phone  Interpretation 

•  Blue  Pages 

•  CanTalk 

•  Citizens'  Inquiry  Bureau 

•  Dial-a-Law 

•  French  Language  Resources 

•  Internal  Directories 

•  KWIC  Index 

•  Lawyer  Referral  Service 

•  Legal  Aid 

•  Ontario  Government  Telephone  Directory 

•  Reference  Canada 

•  Zenith  Ontario 
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Know  Your  Resources 


All  OJS  employees  handling  public  telephone  calls  or  inquiries  should  be  familiar  with  and  have 
access  to  the  following  resources: 

Flash  List 

Create  your  own  internal  organization  chart  (see  Appendix  B  for  samples)  listing  names  and 
telephone  numbers  for  the  most  commonly  requested  services  in  English  and  French  in  your 
Ministry  for  your  area  of  responsibility.  You  may  also  include  the  numbers  of  other  commonly 
requested  services  within  other  ministries,  community  organizations  and  service  providers. 

Ontario  Government  Telephone  Directory 

This  directory  provides  a  listing  of.phone  numbers  and  addresses  of  ministries,  broken  down  by 
section.  It  contains  an  alphabetical  listing  of  names  and  phone  numbers  of  government  personnel 
and  members  of  the  Legislative  Assembly,  and  instructions  on  how  to  use  the  inter-city  telephone 
network. 

Citizens’  Inquiry  Bureau  /  Bureau  de  renseignements 

The  Bureau,  which  is  part  of  the  Information  Services  Branch  of  Management  Board  is  an 
information  and  referral  service  for  the  programs  and  services  of  the  provincial  government.  The 
Bureau  answers  public  inquiries  directly,  as  well  as  acting  as  a  backup  resource  to  other 
government  ministries  and  agencies.  Citizens'  Inquiry  Bureau  can  also  assist  in  tracking  down 
programs  available  through  other  levels  of  government  and  community  organizations. 

To  contact  the  Bureau  call  (416)  326-1234; 

TTY  (416)  325-3408;  Fax:  (416)  325-3407. 

TTY  Inquiries  Toll  Free:  1-800-268-7095 
For  area  codes  (519)  and  (905):  1-800-267-8097. 

For  area  code  (613),  call  Access  Ontario  in  Ottawa  (see  page  120). 

In  Northern  Ontario,  call  the  operator  and  ask  for  Zenith  Ontario  (see  page  124). 

KWIC  Index 

This  index  to  all  provincial  government  ministries  and  agencies  describes  the  functions  of  each 
and  the  programs  and  services  they  provide  in  English  and  French.  Each  section  provides 
telephone  numbers  and  addresses  for  each  ministry.  In  addition  to  being  an  excellent  reference 
for  responding  to  inquiries,  you  can  learn  about  the  programs  and  services  offered  by  the 
provincial  government.  Make  sure  your  copy  is  up-to-date. 

Telephone  Orders:  You  can  get  the  KWIC  Index  by  calling  or  ordering  from: 
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Publications  Ontario  (Toronto) 

Within  Area  Code  416:  (416)  326-5300 

Toll  free  long  distance:  1-800-668-9938 

Access  Ontario  (Ottawa): 

Local  within  Area  Code  613:  (613)  238-3630 
Toll-free  from  Area  Code  613:1-800-268-8758 

Mail  orders: 

Publications  Ontario:  Access  Ontario 

50  Grosvenor  Street  50  Rideau  Street 

Toronto  ON  M7A  1N8  Ottawa  ON  KIN  9J7 


TTY  orders: 

Local  calling  in  Area  Code  416  (416)  325-3408 

Toll  free  (from  outside  Area  Code  416)  1-800-268-7095 
Access  Ontario  long  distance  (613)  787-4043 


TTY  connection  assistance  is  available  through  the  Bell  Relay  Service. 


TTY/TDD  Users: 
TTY  Assistance: 
Telephone  Users. 


711  or  1-800-267-6511 

1-800-771-6179 

1-800-855-0511 
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Customer  Inquiries 


Access  Ontario  (Ottawa)  /  Acces  Ontario 

Access  Ontario  is  a  storefront  Ontario  Government  information  service  located  in  the  Rideau 
Centre  in  Ottawa.  It  offers  a  bilingual  information  and  referral  service  for  telephone,  walk-in  and 
written  inquiries.  The  Access  Centre  offers  a  range  of  free  and  priced  publications  in  English  and 
French  and  also  sells  Ontario  Government  souvenirs. 

Access  Ontario,  Rideau  Centre,  50  Rideau  Street,  Ottawa,  KIN  9J7  (613)  238-3630.  Outside  the 
Ottawa  calling  area  ask  the  operator  for  Zenith  Ontario,  or  call  1-800-268-8758. 

Association  des  juristes  d’expression  franfaise  de  I’Ontario  (AJEFO) 

If  you  are  looking  for  French-speaking  lawyers,  you  can  call  AJEFO  directly  at: 

Ottawa:  (613)  562-5866  or  Toronto:  (416)  253-0129 

Fax:  (613)  562-5245  Fax:  (416)  253-4737 

AT&T  Over-the-phone  Interpretation 

This  service  offers  over-the-phone  interpretation  from  English  into  140  languages,  Monday  to 
Friday,  between  the  hours  of  8:00  a.m.  and  7:00  p.m.  EST.  You  can  access  this  service  after 
hours  or  when  no  other  service  is  available.  There  is  a  service  fee  for  each  call  and  a  per  minute 
charge  that  varies  depending  on  the  language.  You  can  pay  for  the  service  with  a  major  credit 
card  or  you  can  purchase  an  account. 

For  service  between  8:00  a.m.  and  7:00  p.m.  EST,  Monday  to  Friday: 

Call  1-800-752-0093  for  information  or  to  purchase  an  account. 

Call  1-800-528-5888  for  immediate  service  with  a  major  credit  card. 

Blue  Pages 

The  Blue  Pages  found  in  the  local  telephone  company  directory  provide  phone  numbers  for  the 
three  levels  of  government.  Listings  are  made  by  program  and  service  and  also  by  ministry  and 
department.  These  listings  indicate  where  FLS  can  be  obtained.  All  phones  with  phone  numbers 
listed  in  the  Blue  Pages  should  be  answered  with  a  bilingual  greeting. 

CanTalk 

Based  in  Manitoba,  this  rapid  telephone  language  interpretation  and  fax  translation  service  offers 
translation  in  as  many  as  50  languages.  You  can  pay  as  you  use  the  service,  or  you  can  purchase  a 
membership  to  obtain  reduced  rates.  Services  include  conference  calling  assistance,  video 
conferencing,  24-hour  messaging  and  a  country  culture  line.  For  information  and  service,  call  1- 
800-480-9686. 
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Dial-a-Law  /  Le  telephone  juridique 

The  Law  Society  of  Upper  Canada  offers  a  bilingual  information  service,  Dial-a-Law,  which 
offers  tape  recorded  messages  describing  various  areas  of  the  law. 

Telephone:  Toronto:  (416)  947-3333 

Ottawa:  (613)  233-5941 

Toll-free  from  area  codes 
(613),  (519)  and  (705):  1-800-387-2992 

From  area  code  (807):  1-800-668-8525 

French  Language  Resources 

To  provide  services  to  your  French-speaking  callers,  take  the  time  to  find  out  who  speaks  French 
in  your  office.  If  no  one  is  available,  keep  handy  the  name  and  number  of  the  Co-ordinator  of 
French  Language  Services  who  can  provide  you  with  assistance,  at  (416)  326-4054;  TTY:  (416) 
326-1865. 

If  you  cannot  reach  the  Co-ordinator  or  the  caller  is  from  outside  Toronto,  you  can  refer  him  or 
her  to  Access  Ontario. 

Internal  Directories 

Some  ministries  have  their  own  internal  directories.  Check  availability  with  your  directory  co¬ 
ordinator  or  office  services  section. 

Lawyer  Referral  Service  /  L’assistance  avocate 

The  Law  Society  of  Upper  Canada  operates  a  bilingual  referral  service  which  provides  the 
names  of  French-speaking  lawyers  throughout  the  province.  In  addition,  the  Lawyer  Referral 
Service  will  provide  you  with  the  names  of  lawyers  who  speak  languages  other  than  French  and 
English. 

Lawyer  Referral  Service 
Osgoode  Hall,  130  Queen  St.  W. 

Toronto  ON  M5H  2N6 
Telephone: (4 16)  947-3330 
Toll-free:  1-800-268-8326 

Legal  Aid  /  Aide  juridique 

Ontario  Legal  Aid  Plan  (OLAP)/Regime  d’aide  juridique  de  l’Ontario 

Provincial  Director’s  Office 

375  University  Avenue,  Suite  304 

Toronto  ON  M5G  2G1 

(416)  979-1446 

1-800-668-8258  or  1-800-668-8259 

The  Ontario  Legal  Aid  Plan  (OLAP)  is  operated  by  the  Law  Society  of  Upper  Canada.  The 
purpose  of  the  Ontario  Legal  Aid  Act  is  to  ensure  that  people  who  lack  money  are  not  denied  the 
services  of  a  lawyer  in  serious  legal  matters. 
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Every  Ontario  resident  and,  in  certain  cases,  non-residents  may  apply  for  legal  aid.  Qualification  is 
based  on  financial  need  and  the  type  of  case.  The  applicant  might  pay  nothing,  a  portion  or  all 
costs  of  the  legal  aid.  The  legal  aid  certificate  entitles  a  person  to  retain  a  lawyer,  who  will  be 
reimbursed  by  OLAP.  Whether  or  not  OLAP  issues  a  certificate  depends  on  the  applicant’s 
financial  situation. 

A  separate  committee,  the  Clinic  Funding  Committee,  administers  grants  to  clinics  providing  legal 
aid  services  to  the  community.  The  plan  also  funds  student  legal  aid  societies  in  six  Ontario  law 
schools.  General  information  on  OLAP  is  available  from  the  main  office  listed  above. 

To  apply  for  legal  aid,  contact  the  OLAP  office  listed  under  Legal  Aid  in  the  white  pages  of 
telephone  directories. 

Services  are  available  in  English  and  in  French. 

Reference  Canada  /Renseignements  Canada 

Reference  Canada  provides  a  bilingual  information  and  referral  service  for  the  federal  government. 
The  program  has  a  network  of  offices  serving  the  country. 

Call  1-800-667-3355;  TTY:  1-800-465-7735;  Fax:  (613)  941-5383. 

Zenith  Ontario 

To  reach  ministries  not  providing  local  service,  the  public  can  call  their  local  telephone  operator 
and  ask  for  “Zenith  Ontario.” 

Note:  Appendix  B  provides  sample  Flash  Lists  to  list  your  most  frequently  called  numbers 

and  commonly  requested  services.  Keep  a  list  by  your  telephone  to  provide  quick 
service  to  your  customers. 
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“At  your  service  . . .  in  English  &  French:  A  Customer 
Service  Guide”  Evaluation  Form 


The  purpose  of  this  guide  is  to  provide  practical  information  on  customer  service  that  includes  the 
customer's  choice  of  service  in  either  official  language.  Your  comments  help  us  determine  whether 
the  guide  has  achieved  this  purpose  and  to  plan  for  future  updates.  Please  take  a  few  minutes  to 
respond  to  the  questions  and  return  by  mail  or  fax.  Thank  you. 

Please  respond  to  each  statement  by  placing  the  appropriate  number  in  the  space  provided. 

1  2  3  4  5 

Very  Somewhat  Not  Fair  Poor 

Useful  Useful  Useful 

1.  What  parts  of  the  guide  did  you  find  useful? 

_  Table  of  Contents 

_  Why  A  Customer  Service  Guide 

_  Part  I:  Why  Provide  Customer  Service  in  the  Official  Languages? 

_  Part  II:  What  is  Service  Quality? 

_  Part  III:  How  Can  We  Offer  User-Friendly  Customer  Service? 

_  Part  IV:  What  Other  Bilingual  Services  Do  We  Provide? 

__  Part  V:  What  Resources  Are  Available  To  Help  Us? 

_  Appendix  A:  English  to  French  Translations 

_  Appendix  B:  Sample  Forms/Letters 

_  Appendix  C:  Map  ofDesignated  Areas 

_  Appendix  D:  Guideline  on  the  Proper  Use  of  Diacritics  in  French 

_  Appendix  E:  Translation  Services 

_  Appendix  F:  Guideline  for  Exemption  of  Publications  from  French  Translations 

_  Appendix  G:  How  do  I .  .  . 

_  Appendix  H:  Description  of  Skill  Levels  ofDesignated  Positions 

_  Index 

_  Remember  (Checklists) 

_  Quick  Quizzes  throughout  the  Guide 

_  Scenarios 

_  Layout  of  the  Guide 
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Evaluation  Form 


2.  What  did  you  find  most  useful  in  the  guide?  Why? 


3.  What  did  you  find  the  least  useful  in  the  guide?  Why? 


4.  What  topics  would  you  like  to  see  in  the  guide  that  are  not  there? 


5.  If  you  could  change  one  thing  in  the  guide,  what  would  it  be? 


6.  Did  you  find  this  guide:  _  easy  to  understand _ difficult  to  understand 

_  somewhat  easy  to  understand 

If  you  have  any  other  comments,  please  attach  another  sheet. 

We  welcome  your  feedback.  Thank  you. 

Optional: 

Name: _ 

Branch/Region: _ 

Phone  Number: _ 

Return  to:  Office  of  the  Co-ordinator  of  French  Language  Services 
Integrated  Justice  Corporate  Services  Division  (IJCSD) 

Ministry  of  the  Attorney  General/ 

Ministry  of  the  Solicitor  General  &  Correctional  Services 

720  Bay  Street,  5th  Floor,  Toronto  ON  M5G  2K1  Fax:  (416)  326-4782 
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APPENDIX  A: 

English  to  French  Transl4tions 
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Bilingual  Greetings  for  Providing 
Over-the-Telephone  Service  in  French 


English 
Good  morning! 
Good  afternoon! 

To  whom  do  you  wish  to  speak? 

Who? 

Could  you  repeat  that,  please? 
I'm  sorry,  you  have  the  wrong  number 

Away  or  Busy 

I'm  sorry,  (name)  is  not  here. 

He/She  is  busy. 
He/She  is  at  a  meeting. 
He/She  is  on  the  telephone. 

Will  be  back 

He/She  will  be  back  in  a  few  minutes. 

He/She  will  be  back  around  (time)  o'clock. 

He/She  will  be  back  tomorrow  morning. 
He/She  will  be  back  tomorrow  afternoon. 

He/She  will  be  back  on  (date). 


French 

Bonjour! 

Bonjour! 

X 

A  qui  desirez-vous  parler? 

Qui? 

Pourriez-vous  repeter,  s'il  vous  plait? 

Je  regrette,  vous  vous  trompez  de  numero. 


Sera  de  retour 

Il/Elle  sera  de  retour  dans  quelques 
minutes. 

Il/Elle  sera  de  retour  vers  (heure)  heures. 
Il/Elle  sera  de  retour  demain  matin. 
Il/Elle  sera  de  retour  demain  apres-midi. 
Il/Elle  sera  de  retour  le  (date). 


Absent(e)  ou  occupe(e) 

Je  regrette,  (nom)  est  absent(e). 
Il/Elle  est  occupe(e). 

Il/Elle  est  en  reunion. 

Il/Elle  est  au  telephone. 


"At  Your  Service". ..In  English  &  French  Ontario  Justice  System  116 


Appendix  A 


Caller’s  Name  &  Number 

Do  you  wish  to  leave  your  name/ 

a  message. 

Please  hold  the  line. 

Could  you  please  give  me  your  name/ 
telephone  number? 

Could  you  spell  your  name,  please? 
Repeat  (Spell)  slowly,  please. 

Call  Transfer 

Do  you  wish  to  speak  to  someone  else? 

Please  hold  the  line. 

One  moment,  please. 

I  will  transfer  you  to  a  bilingual  officer 

(employee). 

You  should  call  the  Ministry  of .  .  . 
The  telephone  number  is  .  .  . 


Good-bye! 
Thank  you! 
You're  welcome. 


Nom  et  numero  du  demandeur 

Voulez-vous  laisser  votre  nom/ 
un  message? 

Ne  quittez  pas,  s'il  vous  plait. 
Pourriez-vous  me  donner  votre  nom/ 
numero  de  telephone? 

Pourriez-vous  epeler  votre  nom,  s'il  vous 
plait? 

_  r 

Repetez  (Epeler)  lentement,  s'il  vous  plait. 

Transfert  d'appels 

Voulez-vous  parler  a  quelqu'un  d'autre? 
Ne  quittez  pas,  s'il  vous  plait. 

Un  instant,  s'il  vous  plait. 

Je  vous  passe  un  agent  (employe)  bilingue. 

Vous  devriez  appeler  le  ministere 
de .  .  . 

Le  numero  de  telephone  est .  .  . 


Au  revoir! 
Merci! 

Je  vous  en  prie./ 
De  rien. 
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Expressions  of  Date  and  Time  in  French 


Time  Heure 

a.m.  Avant-midi 


1:00 

one  o'clock 

1  h 

une  heure 

2:00 

two  o'clock 

2  h 

deux  heures 

3:00 

three  o'clock 

3  h 

trois  heures 

4:00 

four  o'clock 

4  h 

quatre  heures 

5:00 

five  o'clock 

5  h 

cinq  heures 

6:00 

six  o'clock 

6  h 

six  heures 

7:00 

seven  o'clock 

7  h 

sept  heures 

8:00 

eight  o'clock 

8  h 

huit  heures 

9:00 

nine  o'clock 

9  h 

neuf  heures 

10:00 

ten  o'clock 

lOh 

dix  heures 

11:00 

eleven  o'clock 

11  h 

onze  heures 

12:00 

noon 

12  h 

midi 

p.m. 

Apres-midi 

1:00 

one  o'clock 

13  h 

treize  heures 

2:00 

two  o'clock 

14  h 

quatorze  heures 

3:00 

three  o'clock 

15  h 

quinze  heures 

4:00 

four  o'clock 

16  h 

seize  heures 

5:00 

five  o'clock 

17  h 

dix-sept  heures 

6:00 

six  o'clock 

18  h 

dix-huit  heures 

7:00 

seven  o'clock 

19  h 

dix-neuf  heures 

8:00 

eight  o'clock 

20  h 

vingt  heures 

9:00 

nine  o'clock 

21  h 

vingt  et  une  heures 

10:00 

ten  o'clock 

22  h 

vingt-deux  heures 

11:00 

eleven  o'clock 

23  h 

vingt-trois  heures 

12:00 

midnight 

24  h 

minuit 
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Day 

Jour 

1st 

first 

17th 

seventeenth 

ler 

premier 

17 

le  dix-sept 

2nd 

second 

18th 

eighteenth 

2 

le  deux 

18 

le  dix-huit 

3rd 

third 

19th 

nineteenth 

3 

le  trois 

19 

le  dix-neuf 

4th 

fourth 

20th 

twentieth 

4 

le  quatre 

20 

le  vingt 

5th 

fifth 

21st 

twenty-first 

5 

le  cinq 

21 

le  vingt  et  un 

6th 

sixth 

22nd 

twenty-second 

6 

le  six 

22 

le  vingt-deux 

7th 

seventh 

23rd 

twenty-third 

7 

le  sept 

23 

le  vingt-trois 

8th 

eighth 

24th 

twenty-fourth 

8 

le  huit 

24 

le  vingt-quatre 

9th 

ninth 

25th 

twenty-fifth 

9 

le  neuf 

25 

le  vingt-cinq 

10th 

tenth 

26th 

twenty- sixth 

10 

le  dix 

26 

le  vingt-six 

11th 

eleventh 

27th 

twenty-seventh 

11 

le  onze 

27 

le  vingt-sept 

12th 

twelfth 

28th 

twenty-eighth 

12 

le  douze 

28 

le  vingt-huit 

13th 

thirteenth 

29th 

twenty-ninth 

13 

le  treize 

29 

le  vingt-neuf 

14th 

fourteenth 

30th 

thirtieth 

14 

le  quatorze 

30 

le  trente 

15th 

fifteenth 

31st 

thirty-first 

15 

le  quinze 

31 

le  trente  et  un 

16th 

sixteenth 

16 

le  seize 

For  example: 

He/She  will  return  on  March  twenty-third.  Il/Elle  sera  de  retour  le  vingt-trois  mars. 

He/She  will  be  back  around  two  o'clock.  Il/Elle  sera  de  retour  vers  quatorze  heures. 
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Month 

Mois 

Day 

Jour 

January 

janvier 

Sunday 

dimanche 

February 

fevrier 

Monday 

lundi 

March 

mars 

Tuesday 

mardi 

April 

avril 

Wednesday 

mercredi 

May 

mai 

Thursday 

jeudi 

June 

juin 

Friday 

vendredi 

July 

juillet 

Saturday 

samedi 

August 

aout 

September 

septembre 

October 

octobre 

November 

novembre 

December 

decembre 

Date 

Date 

Date 

Written  Communication 

Oral  Communication 

January  1st 

le  ler  janvier 

le  premier  janvier 

February  2nd 

le  2  fevrier 

le  deux  fevrier 

March  3rd 

le  3  mars 

le  trois  mars 

April  4th 

le  4  avril 

le  quatre  avril 

May  5  th 

le  5  mai 

le  cinq  mai 

June  6th 

le  6 juin 

le  six  juin 

July  7th 

le  7  juillet 

le  sept  juillet 

August  8th 

le  8  aout 

le  huit  aout 

September  9th 

le  9  septembre 

le  neuf  septembre 

October  10th 

le  10  octobre 

le  dix  octobre 

November  1 1th 

le  1 1  novembre 

le  onze  novembre 

December  12th 

le  12  decembre 

le  douze  decembre 
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Do  you  think  ....  o’clock  .... 

Est-ce  que...  or  Pensez-vous  que... 


...would  be  a  convenient  time  for  him/her? 
...ga  lui  conviendrait  a . heures? 

...would  be  all  right  (with  him/her)? 

...ga  lui  irait? 

...would  suit  him/her? 

...gal  ’ arranger ait? 

...might  be  all  right? 

...ga pourrait  oiler? 

...would  be  possible? 

...ce  serait possible? 

...would  be  satisfactory? 

...ce  serait  correct? 


What  would  you  say  to... 

day  /  jour, 

...at ... 

...o’clock... 

...on  the  dot  /exactly? 

Que  diriez-vous  de... 

date  /  date 

...a... 

...heures... 

...pile  /  tap  ant? 

What  if  I  came... 
Et  si  je  venais... 


The  best  time  for  me  would  be... 
Le  temps  ideal  pour  moi  serait.. 

The  most  convenient  time  for  me 
would  be... 

Le  moment  le  plus  pratique  pour 
moi  serait.. 

I  would  like  to  suggest... 

J’ aimer ais  vous proposer... 

I  might  suggest... 

Je  pourrais  vous  suggerer... 
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I  could  / 1  would  like  to... 

Moi,je pourrais  /  J’ainterais  bien  /  Je  voudrais... 


see  him  /  her... 

Ie /la  voir... 

...tomorrow  morning. 

...demain  matin. 

meet  him  /  her... 

le/la  rencontrer... 

...tomorrow  afternoon. 

...demain  apres-midi. 

come  back... 

revenir... 

...later  today. 

...aujourd’hui  me  me. 

return... 

me  presenter... 

...tomorrow. 

...demain. 

come  to  his  /  her  office... 

etre  a  son  bureau... 

...the  day  after  tomorrow. 
...apres-demain. 

...early  in  the  morning. 

...au  debut  de  la  matinee. 

...at  the  beginning  of  the  week. 

. au  debut  de  la  semaine. 

..at  the  end  of  the  month. 

...a  la  fin  du  ntois. 

...in  the  middle  of  the  month. 

...au  courant  du  niois. 

..next  week. 

...la  semaine prochaine. 

...next  month. 

...le  mois  prochain. 

...in  ten  days. 

...dans  une  dizaine  de  jours. 
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TO  PROPOSE  A  DATE  AND  A  TIME  FOR  AN  APPOINTMENT 
Is...  (Le )... 


DAY 

JOUR 

...  fourteenth. 

le  quatorze 

Monday, 

lundi, 

...  fifteenth. 

le  quinze 

Tuesday 

mardi, 

...  sixteenth. 

le  seize 

Wednesday 

mercredi, 

...  seventeenth. 

le  dix-sept 

Thursday 

jeudi, 

...  eighteenth, 

le  dix-huit 

Friday 

vendredi. 

...  nineteenth, 

le  dix-neuf 

...  twentieth, 

le  vingt 

DATE  (ENGLISH) 

DATE  ( FRENCH) 

...  twenty-first, 

le  vingt  et  un 

January  first, 

le  premier  janvier, 

...  twenty-second, 

le  vingt-deux 

February  second, 

le  deux  fevrier, 

...  twenty-third, 

le  vingt-trois 

March  third, 

le  trois  mars, 

...  twenty-fourth, 

le  vingt-quatre 

April  fourth, 

le  quatre  avril, 

...  twenty-fifth, 

le  vingt-cinq 

May  fifth, 

le  cinq  mai, 

...  twenty-sixth, 

le  vingt-six 

June  sixth, 

le  six  juin, 

...  twenty-seventh. 

le  vingt-sept 

July  seventh, 

le  sept  juillet, 

...  twenty-eighth, 

le  vingt-huit 

August  eighth, 

le  huit  aout, 

...  twenty-ninth, 

le  vingt-neuf 

September  ninth, 

le  neuf  septembre, 

...  thirtieth, 

le  trente 

October  tenth, 

le  dix  octobre, 

...  thirty-first 

le  trente  et  un 

November  eleventh, 

le  onze  novembre, 

December  twelfth, 

le  douze  decembre 

...  thirteenth, 

le  treize ..., 

...  possible  /  all  right  /  convenient  ?  ...  c'est possible / c’est  correct/ qa  lui 

conviendrait  /  ga  pourrait  alter  ? 
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Ministries,  Boards  and  Commissions 


Ministries 

Management  Board  Secretariat 

Ministry  of  Agriculture,  Food  and  Rural 
Relations 

Ministry  of  Citizenship,  Culture  and 
Recreation 

Ministry  of  Community  and  Social 
Services 

Ministry  of  Consumer  and  Commercial 
Relations 


Ministeres 

Secretariat  du  Conseil  de  gestion 

ministere  de  l'Agriculture,  de  l'Alimentation  et  des 
Affaires  rurales 

ministere  des  Affaires  civiques,  de  la  Culture  et 
des  Loisirs 

ministere  des  Services  sociaux  et  communautaires 
ministere  de  la  Consommation  et  du  Commerce 


Ministry  of  Economic  Development,  Trade  ministere  du  Developpement  economique,  du 


and  Tourism 

Ministry  of  Education  and  Training 
Ministry  of  Environment  and  Energy 
Ministry  of  Finance 
Ministry  of  Health 

Ministry  of  Intergovernmental  Affairs 
Ministry  of  Labour 


Commerce  et  du  Tourisme 

r  ___ 

ministere  de  ^Education  et  de  la  Formation 
ministere  de TEnvironnement  et  de  l'Energie 
ministere  des  Finances 
ministere  de  la  Sante 

ministere  des  Affaires  intergouvernmentales 
ministere  du  Travail 


Ministry  of  Municipal  Affairs  and  Housing  ministere  des  Affaires  municipales  et  du  Logement 


Ministry  of  Natural  Resources 

Ministry  of  Northern  Development  and 
Mines 

Ministry  of  the  Attorney  General 

Ministry  of  the  Solicitor  General  and 
Correctional  Services 

Ministry  of  Transportation 

Office  of  Francophone  Affairs 

Ontario  Women's  Directorate 

Ontario  Native  Affairs  Secretariat 


ministere  des  Richesses  naturelles 

ministere  du  Developpement  du  Nord  et  des 
Mines 

ministere  du  Procureur  general 

ministere  du  Solliciteur  general  et  des  Services 
correctionnels 

ministere  des  Transports 

Office  des  affaires  francophones 

Direction  generate  de  la  condition  feminine 

Secretariat  des  affaires  autochtones  de  l'Ontario 


Note  that  the  letter  "m"  in  the  word  ministere  is  generally  not  capitalized.  There  are  situations 
where  capitalization  is  required;  for  example,  when  the  name  of  a  ministry  is  used  in  a  business 
card,  on  letterhead  or  on  signs.,  or  when  it  appears  at  the  beginning  of  a  sentence.  The  other 
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words  in  the  ministry's  French  name  always  remain  as  they  appear  here. 
Boards  and  Commissions 


Attorney  General 

Advisory  Committee  of  the  Public  Trustee 
on  Investments 

Assessment  Review  Board 

Board  of  Inquiry  (Police  Services  Act) 

Board  of  Negotiation 

Civil  Rules  Committee 

Council  of  the  Association  of  Professional 
Engineers  of  Ontario 

Council  of  the  Ontario  Association  of 
Architects 

Criminal  Injuries  Compensation  Board 

Criminal  Rules  Committee 

Family  Rules  Committee 

Joint  Practice  Board 

Judicial  Appointments  Advisory 
Committee 

Justices  of  the  Peace  Remuneration 
Commission 

Justices  of  the  Peace  Review  Council 

Law  Foundation  of  Ontario 

Law  Society  of  Upper  Canada 

Legal  Aid  Committee 

Ontario  Courts  Advisory  Council 

Ontario  Courts  Management  Advisory 
Committee 

Ontario  Judicial  Council 

Ontario  Law  Reform  Commission 

Provincial  Judges  Remuneration 
Commission 

Regional  Courts  Management  Advisory 
Committees 

Statutory  Powers  Procedure  Rules 
Committee 


Conseils  et  Commissions 
Procureur  general 

Comite  consultatif  du  Curateur  public  sur  les 
placements 

Commission  de  revision  de  1'evaluation  fonciere 

Commission  d'enquete  (Loi  sur  les  services 
policiers) 

Commission  de  negotiation 

Comite  des  regies  en  matiere  civile 

Conseil  de  l'Ordre  des  ingenieurs  de  l'Ontario 

Conseil  de  l'Ordre  des  architectes  de  l'Ontario 

Commission  d'indemnisation  des  victimes  d'actes 
criminels 

Comite  des  regies  en  matiere  criminelle 

Comite  des  regies  en  matiere  de  droit  de  la  famille 

Conseil  professionnel  mixte 

Comite  consultatif  sur  les  nominations  a  la 
magistrature 

Commission  de  remuneration  des  juges  de  paix 

Conseil  devaluation  des  juges  de  paix 

Fondation  du  droit  de  l'Ontario 

Barreau  du  Haut-Canada 

Comite  d'aide  juridique 

Conseil  consultatif  des  tribunaux  de  l'Ontario 

Comite  consultatif  de  gestion  des  tribunaux  de 
l'Ontario 

Conseil  de  la  magistrature  de  l'Ontario 

Commission  de  reforme  du  droit  de  l'Ontario 

Commission  de  remuneration  des  juges 
provinciaux 

Comites  consultatifs  regionaux  de  gestion  des 
tribunaux 

Comite  des  regies  d'exercice  des  competences 
legales 
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Other  Agencies 

Board  of  Parole 

Building  Code  Commission 

Consent  and  Capacity  Review  Board 

Environmental  Assessment  Board 

Franco-Ontarian  Education  and  Training 
Council  (FOETC) 

Languages  of  Instruction  Commision  of 
Ontario 

Ontario  Advisory  Council  on  Women's 
Issues 

Ontario  Energy  Board 

Ontario  Human  Rights  Commission 

Ontario  Labour  Relations  Board 

Ontario  Municipal  Board 

Ontario  Provincial  Police  Grievance  Board 

Ontario  Securities  Commission 
Pay  Equity  Commission  of  Ontario 
Pay  Equity  Hearings  Tribunal 
Public  Service  Grievance  Board 
Rent  Review  Hearings  Board 
Social  Assistance  Review  Board 
Workers'  Compensation  Board 


Autres  organismes 

Commission  des  liberations  conditionnelles 

Commission  du  code  du  batiment 

Commission  de  revision  du  consentement  et  de  la 
capacite 

Commission  des  evaluations  environnementales 

Conseil  de  l'education  et  de  la  formation  franco- 
ontarienne  (CEFFO) 

Commission  des  langues  d'enseignement  de 
l'Ontario 

Conseil  consultatif  de  l'Ontario  sur  la  condition 
feminine 

Commission  de  l'energie  de  l'Ontario 

Commission  ontarienne  des  droits  de  la  personne 

Commission  des  relations  de  travail  de  l'Ontario 

Commission  des  affaires  municipales  de  l'Ontario 

Commission  des  griefs  de  la  police  provincial  de 
l'Ontario 

Commission  des  valeurs  mobilieres  de  l'Ontario 
Commission  de  l'equite  salariale  de  l'Ontario 
Tribunal  de  l'equite  salariale 
Commission  des  griefs  de  la  fonction  publique 
Commission  de  revision  des  loyers 
Commission  de  revision  de  l'aide  sociale 
Commission  des  accidents  du  travail 
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Common  Court  Terms 


(f)  feminine;  (m)  masculine 
a 


abide  by  (to) 

se  conformer  a 

absolute  discharge 

liberation  inconditionnelle 

abuse 

usage  mauvais,  injuste 

abuse  of  process 

abus  (m)  de  procedure 

academic  training 

formation  (f)  scolaire 

access 

droit  (m)  de  visite 

accessory  (to  a  crime) 

complice 

accident  report 

rapport  d'accident 

accommodation 

hebergement,  logement 

account 

compte 

Accountant  of  the  Ontario  Court 

comptable  de  la  Cour  de  l'Ontario 

accounting 

comptabilite 

Accounting  Clerk 

aide  comptable,  teneur  de  livres 

accused 

inculpe,  accuse,  prevenu 

acknowledge 

attester 

acquittal 

acquittement 

ad  hoc  committee 

comite  special 

adjourn  /  to 

ajourner,  reporter 

adjournment 

ajournement  (m) 

adjudicate 

statuer 

adjudication 

decision 

adjust  to  (person) 

s'adapter 

adjustment 

rectification,  redressement 

administer  (an)  oath  to 

faire  preter  serment 

Administrative  Assistant 

adjoint  administratif 

administrative  employment 

emplois  administratifs 

administrative  fee 

frais  (m)  d'administration 

Administrative  Services  Clerk 

commis  aux  services  administratifs 

admission  (confession) 

aveu 

admission  (general) 

admission 

advisory  committee 

comite  consultatif 

affidavit 

affidavit  (m) 

aftercare 

assistance  apres  la  detention 
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age  of  consent 

agency 

agreement 

AIDS  (Acquired  Immune 

Deficiency  Syndrome) 

alcohol  abuse 

alibi 

alimony 

alleged 

alleged  offence 
allocation 

allowance  (regular  expenses) 

alternate  dispute  resolution 

Alternative  Measures  Program 

alternative  program 

amenable  to 

amend  a  pleading  /  to 

amendments  (documents) 

amount  claimed  for  costs 

amount  claimed  for  costs 

anger  management 

answer  /  an 

appeal  /  an 

appeal  (to) 

appeal  court 

Appeal  Division 

appeal  hearing 

appeal  record 

appeal  /  to 

appear  /  to  (in  court,  before  a  judge) 

appearance 

appearance 

appellant 

applicant  (for  a  job) 
applicant 
application 
apply  for  /  to 
appraisal 


age  requis  pour  consentir 
agence  (f) 

accord  (m),  contrat  (m),  entente  (f) 

SIDA  (Syndrome  d'immunodeficience 

acquise) 

abus  d'alcool 

alibi 

pension  alimentaire  (f)/aliments  (m) 
pretendu 

infraction  presumee 
attribution,  repartition 
allocation 

reglement  (m)  extrajudiciare  des  differends 
Entente  de  mesures  de  rechange 
programme  non  conventionnel 
dispose  a 

modifier  un  acte  de  procedure 
modification 

montant  (m)  demande  au  titre  des  depens 
montant  (m)  des  dommages-interets 
controle  de  la  colere 
defense  (f) 

appel  (m),  pourvoi  (m) 

appeler,  interjeter  appel 

tribunal  (m)  d'appel 

Division  (f)  d'appel 

audition  (f)  d'appel 

dossier  (m)  d'appel 

inteijeter  appel,  faire  appel 

comparaitre  (devant  un  tribunal/une  cour,  un 

comparution  (f) 

avis  de  comparution 

appelant 

candidat,  postulant 
requerant(e) 

demande  (f)  d'emploi,  requete  (f) 

demander 

evaluation 
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apprehension 

apprehension,  arrestation 

arbitration 

arbitrage 

area  of  jurisdiction 

secteur  judiciare 

Area  Manager 

gerant(e)  ou  chef  de  secteur 

area  office 

bureau  de  secteur 

armed  robbery 

vol  a  main  armee 

arraignment 

interpellation 

arrest 

arrestation 

arson 

incendie  criminel 

arsonist 

incendiaire 

arts  and  crafts  programs 

programmes  d'artisanat 

assault 

voies  de  fait 

assault  causing  bodily  harm 

voies  de  fait  causant  des  lesions  corporelles 

assess  costs  /  to 

liquider  les  depens 

assessment 

evaluation  (f) 

assessment  of  costs 

liquidation  (f)  des  depens 

assessment  of  damages 

evaluation  (f)  des  dommages-interets 

assessment  skills 

aptitudes  devaluation 

assessment  unit 

unite  devaluation 

asset  (financial) 

actif,  element  d'actif 

asset  (general) 

atout 

assignment 

affectation,  tache 

Assistant  Deputy  Minister 

sous-ministre  adjoint(e) 

Assistant  Maintenance  Mechanic 

mecanicien  (ienne)  dentretien  adjoint 

Assistant  Shift  Supervisor 

chef  dequipe  adjoint(e) 

Assistant  Superintendent 

surintendant(e)  adjoint(e) 

Assistant  Supervisor 

superviseur  adjoint(e) 

associated  retirement 

retraite  conjointe 

at  large 

en  liberte 

at  large  on  recognizance 

en  liberte  sur  engagement 

at  large  on  undertaking 

en  liberte  sur  promesse  remise 

attempt 

essai,  tentative 

attempted  escape 

tentative  devasion 

attempted  murder 

tentative  de  meurtre 

attend  /  to  (trial) 

presenter  (se) 

attendance  register 

registre  de  presences 

attorney  (solicitor) 

procureur,  avocat(e) 

Attorney  General 

procureur  generale(e) 
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audit 

verification  (f) 

awaiting  trial 

attendant  son  proces 

b 

background  (of  a  person) 
backlog  of  cases 


bail  (money  deposited  with 

the  court 

bail  centre 

bail  hearing 

bail  (release) 

bail  review 

bailiff 

bailor  (one  who  delivers  money) 

balance  (of  an  account) 

bargaining  unit 

barrier  exam 

barrister  and  solicitor 

basic  education 

basic  skills 

basic  training 

battered  person 

battery 

behaviour 

behaviour  modification 

behaviour  patterns 

behaviour  problems 

beneficiary 

benefits 

bench  warrant 

bias 

bilingual  proceeding 
blood  sample 
Board  of  Parole 
bodily  harm  (injury) 
body  search 


antecedents 

encombrement  (m)/engorgement  (m)  des 
tribunaux  (general),  arriere  (m)  des 
causes/dossiers,  surcharge  (f) 

caution,  cautionnement 

foyer  de  cautionnement 

enquete  sur  le  cautionnement 

mise  en  liberte  sous  caution 

revision  du  cautionnement 

huissier 

garant(e) 

solde 

unite  de  negotiation 
examen  d’elimination 
avocat(e) 
education  de  base 
aptitudes  de  base 
formation  de  base 
personne  battue 
voies  de  fait 
comportement 

modification  du  comportement 
modeles  de  comportement 
problemes  de  comportement 
beneficiaire 

prestations,  avantages  sociaux 
mandat  deceme  par  le  juge 
parti  pris,  prejuge 
instance  (f)  bilingue 
prise  de  sang 

Commission  des  liberations  conditionnelles 
blessure,  lesion  corporelle 
fouille  corporelle 
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bond 

cautionnement 

breach 

contravention 

breach  of  probation  order 

violation  des  conditions  de  l'ordonnance  de 
probation 

break  the  law 

enfreindre  la  loi 

breaking  and  entering 

introduction  par  effraction 

breath  sample 

echantillon  d'haleine 

breathalyser 

ethylometre 

burglary 

cambriolage,  vol  par  effraction 

business  hours 

heures  d'ouverture,  heures  de  bureau 

business  office 

bureau  d'affaires 

by-lav/  (municipal) 

reglement  municipal 

c 

call  for  tenders 

appel  d'offres 

capital  offence 

crime  capital 

car  theft 

vol  d'automobile 

career  opportunity 

debouche  professionnel 

careless  driving 

conduite  imprudente 

case 

affaire  (f),  cause  (f) 

case  history 

antecedents  (d'un  contrevenant) 

case  law 

jurisprudence 

case  management 

gestion  des  cas 

Case  Management  Officer 

agent(e)  de  gestion  de  cas 

Case  Worker 

assistant(e)  social(e) 

case  up  for  hearing 

affaire  (f)  inscrite  au  role 

caseload 

nombre  de  dossiers 

cause  a  disturbance  (to) 

troubler  la  paix 

caution 

avertissement,  mise  en  garde 

cell 

cellule 

cell  block 

groupe  de  cellules,  bloc  cellulaire 

central  administration 

administration  centrale 

certified  copy 

copie  certifiee  conforme,  copie  authentique 

certificate  of  judicial  proceedings 

certificat  (m)  d'une  instance  judiciaire 

certificate  of  service 

certificat  (m)  de  signification 

certified  copy 

copie  (f)  certifiee  conforme 

certified  mail 

courrier  (m)  certifie 

chairperson 

president(e) 
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chamber  (judge) 

cabinet  (du  juge) 

change  in  status 

changement  de  statut 

chapel 

chapelle  (f) 

Chaplain 

aumonier  (aumoniere) 

character  witness 

temoin  de  moralite 

charge 

accusation,  inculpation 

charitable  organization 

oeuvre  de  bienfaisance 

Chef 

cuisinier  (cuisiniere) 

Chief  Administrator 

administrates  (administratrice)  en  chef 

Chief  Judge 

juge  en  chef 

Chief  of  Purchasing 

chef  du  service  des  achats 

Chief  Psychologist 

psychologue  en  chef 

Chief  Records  Clerk 

prepose(e)  principal(e)  aux  dossiers 

child 

enfant 

Children's  Aid  Society 

societe  d'aide  a  l'enfance 

Circuit  Judge 

juge  itinerant(e) 

civil  action 

poursuite  civile 

civil  case 

cause  (f)  civile 

Civil  Enforcement  Office 

bureau  (m)  d'execution  en  matiere  civile 

civil  enforcement  (for  unpaid  fine) 

mesures  (f)  d'execution  (amende  impayee) 

Civil  Filing  Office 

bureau  (m)  de  depot  des  documents  en  matiere  civile 

civil  proceedings 

instances  (f)  civile 

civil  servants 

fonctionnaires 

claim 

demande  (f),  reclamation  (f) 

classification 

classement  (m),  classification  (f) 

Classification  Officer 

agent(e)  de  classification 

clean  record 

easier  vierge 

clemency 

pardon 

clerical  work 

travail  de  bureau 

clerk 

greffier(ere) 

clinical 

clinique 

Clinical  Director 

directeur  (directrice)  de  clinique 

clinical  report 

dossier  clinique 

closed  confinement 

reclusion 

closing  date 

date  limite 

closure 

fermeture 

co-accused 

co-accuse 
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collective  agreement 

combined  sentences 

commissary 

commission  of  a  crime 

commissioner  for  oaths 

commissioner  for  taking  affidavits 

commitment 

committal  for  trial 

committal  warrant 

common  assault 

common  law  spouse 

Communications  Branch 

Communications  Officer 

community 

Community  Corrections  Branch 

Community  Liaison  Officer 

Community  part-time  member 

community  reintegration 

Community  Service  Order  (CSO) 

community  support 

community  volunteer  work 

community  work  order 

commutation  of  a  sentence 

compensation  (indemnification) 

compensation  (remuneration) 

competition 

complainant 

complaint 

completion  date 

completion  of  a  sentence 

comply  (to) 

compulsory 

concurrent  sentences 

condemnation 

conditional  discharge 

conditional  release 

conditions  not  varied 

conduct  a  hearing  /  to 


convention  collective 
peines  concurrentes 
commissaire 
perpetration  d'un  crime 
commissaire  aux  serments 
commissaire  aux  affidavits 
engagement 
renvoi  au  proces 
mandat  d'incarceration 
voies  de  fait  simples 
conjoint(e)  de  fait 
Direction  des  Communications 
agent(e)  des  communications 
communaute 

Direction  des  services  correctionnels 
communautaires 

agent(e)  de  liaison  communautaire 
membre  a  temps  partiel  de  la  collectivite 
reinsertion  sociale 

ordonnance  de  services  communautaires  (OSC) 

appui  de  la  collectivite 

travail  benevole  pour  la  communaute 

ordonnance  de  travail  pour  la  communaute 

commutation  de  peine 

indemnite,  reparation 

remuneration,  retribution 

concours 

plaignant(e) 

plainte 

date  d'echeance 
expiration  d'une  peine 
observer,  respecter,  se  conformer  a 
obligatoire 

peines  confondues,  concurrentes 

condamnation 

liberation  conditionnelle 

conge  avec  conditions,  liberation  conditionnelle 

conditions  non  modifiees 

mener  une  enquete,  presider  une  audience 
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conduct  (of  a  proceeding, 
trial,  hearing) 
confession 
confined 

confirmed  criminal 
confirmed  recidivist 
conflict  of  interest 
consecutive  sentences 
consent 
consent  form 
Consultant 
contempt  of  court 
contentious  issues 
contingency 
contract 

contract  management 

controlled  drugs 

convict 

convicted 

conviction 

corporate  plan 

corporate  policy 

Corporate  Services  Division 

correctional  centre 

correctional  facility/institution 

Correctional  Officer 

correctional  setting 

cost  centre 

cost-sharing  agreement 
costs 

costs  adjudged  /  awarded 
costs  between  party  and  party 
costs  between  solicitor  and  client 
costs  of  a  proceeding 
costs  of  an  action 
costs  of  the  application 
cottage  industry 
Counsel 


conduite  (f)/deroulement  (m)  (d'une 

instance,  d'une  proces),  d'une  audition) 

confession 

enferme,  incarcere 

repris  de  justice 

recidiviste  invetere 

conflit  d'interet 

peines  cumulatives 

consentement 

formule  de  consentement 

expert(e)-conseil 

outrage  (m)  au  tribunal 

questions  litigieuses 

eventualite 

contract 

gestion  des  contrats 
drogues  reglementees 
detenu 

declare  coupable 

condamnation  (f) 

plan  ministeriel 

politiques  ministerielles 

Division  des  services  ministerielles 

centre  correctionnel 

etablissement  correctionnel 

agent(e)  des  services  correctionels 

milieu  correctionnel 

centre  de  frais 

accord  de  partage  de  frais 

depenses  (m),  frais  (m) 

frais  (m)  adjuges 

depens  (m)  partie-partie 

depens  (m)  procureur-client 

frais  (m)  de  procedure 

depens  (m)  d'une  action,  frais  (m)  de  justice 

depens  (m)  relatifs  a  la  demande/requete 

industrie  artisanale 

avocat(e),  avocat(e)-conseil 
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counselling  services 
Counsellor 
counsel  fee 

counsel  for  the  Crown 
counsel  for  the  defence 
count 

counterclaim 
counterclaim  /  to 
county  court 
court 

court  action 
court  appearance 
court  charge 
court  clerk 
court  docket 
court  document 

court  fees 
court  file 
court  file  number 
court  house 
court  judgement 
Court  Liaison  Officer 
court  list  (of  proceedings 
and  judgements) 

Court  of  Appeal  for  Ontario 
Court  of  Criminal  Jurisdiction 
court  office 
court  official 
court  order 

court  proceeding 

court  registrar 

court  reporter 

Court  Reporter's  Office 

court  services 

courtroom 

crime 

criminal 


services  d'orientation,  services  de  consultation 

conseiller  (conseillere) 

honoraires  (m)  d'avocat(e) 

avocat(e)  de  la  Couronne 

avocat(e)  de  la  defense 

chef  d'accusation 

demande  (f)  reconventionnelle 

deposer  /  faire  une  demande  reconventionnelle 

cour  (f)  de  comte 

tribunal  (m),  cour  (f) 

poursuite  judiciare 

comparution  (f)  en  cour 

accusation 

greffier(iere)  (du  tribunal) 
registre  (m)  de  la  cour 

acte  (m)/document  (m)  de  procedure,  document  (m) 
judiciaire 

droits  (m)  judiciaires 

dossier  (m)  du  tribunal/de  la  cour/du  greffe 
numero  (m)  du  dossier  de  la  cour 
palais  (m)  de  justice 
jugement  (m)  d'un  tribunal 
agent(e)  de  liaison  avec  la  cour 
repertoire  (m)  (des  instances 
et  des  jugements) 

Cour  (f)  d'appel  de  l'Ontario 
tribunal  de  juridiction  criminelle 
greffe  (m) 

fonctionnaire  de  la  cour,  officier  de  la  cour 

ordonnance  (f)  du  tribunal 
ordonnance  (f)  judiciaire 

poursuites  (f)  judiciaires 

greffier  (m) 

stenographe  judiciaire 

bureau  (m)  des  stenographies  judiciaires 

services  (m)  aux  tribunaux 

salle  (f)  d'audience 

acte  criminel,  crime,  delit 

criminel 
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criminal  assault 

voie  de  fait  au  droit  criminel 

criminal  behaviour 

comportement  criminel 

Criminal  Code  of  Canada 

Code  criminel  du  Canada 

Criminal  Justice  System 

systene  de  justice  penale 

criminal  law 

droit  (m)  penal 

criminal  negligence 

negligence  criminelle 

criminal  offence 

infraction  criminelle 

criminal  proceedings 

instances  criminelles,  poursuites  penales 

criminal  record 

easier  judiciaire 

criminal  trial 

proces  criminel 

criteria 

criteres 

crossclaim 

demande  (f)  entre  defendeurs 

cross-appeal 

appel  (m)  incident 

cross-check 

contre-verification,  recoupement 

cross-examination 

contre-interrogatoire  (m) 

Crown 

Couronne  (f) 

Crown  Attorney 

procureur(e)  de  la  Couronne 

Crown  brief 

dossier  de  la  Couronne 

culpability 

culpabilite 

custody 

detention,  garde 

custody  order 

ordonnance  (f)  de  garde 

custody  and  access  order 

ordonnance  de  garde  et  un  droit  de  visite 

custody  (of  a  child) 

garde  (f)  (d'un  enfant) 

Custody  Review  Board 

Commission  de  revision  des  placements  sous  garde 

Customer  Service 

Service  a  la  clientele 

d 

daily  list 

role  (m)  quotidien 

damage 

dommage,  prejudice,  degats 

damaged  goods 

marchandises  endommagees/avariees 

damages 

dommages-interets  (m) 

dangerous  driving 

conduite  dangereuse 

dangerous  offender 

delinquant  dangereux 

data 

donnees 

data  collection 

collecte  de  donnees 

date  of  hearing 

date  (f)  d'audition/d'audience 

date  of  judgement 

date  (f)  de  jugement 
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date  of  receipt 
date  of  service 
date  of  trial 
day  shift 

days  of  remission 
decision-making  board 
decision  process 
declaration  of  principle 
decree 

default  judgement 
default  of  appearance 
defence 

defend  an  action  /  to 
defendant 
definite  sentence 
delay 

delay  /  to  (proceeding) 

delinquency 

deliver  a  judgement  /  to 

dentistry  services 

dependant 

Deportation  Order 

deposition 

deputy  clerk 

deputy  district  judge 

deputy  district  registrar 

deputy  judge 

Deputy  Minister 

Deputy  Registrar 

desertion 

detain 

detention  (things  seized) 
detention  centre 
detention  home 
detention  in  custody 
deterrent  element 
developmental  assignment 
Director 


date  (f)  de  reception 

date  (f)  de  signification 

date  (f)  de  l'instruction/du  proces 

equipe  de  jour 

jours  de  reduction  de  peine 

conseil  decisionnel 

processus  decisionnel 

declaration  de  principes 

jugement 

jugement  (m)  par  defaut 
defaut  (m)  de  comparaTtre 
defense  (f) 
contester  une  action 
defendeur 

peine  de  duree  determinee 
retard 

retarder  (instance) 

delinquance,  delit 

prononcer  /  rendre  un  jugement 

services  de  dentisterie 

personne  a  charge 

mesure  d'expulsion 

deposition 

greffier  (iere)  adjoint(e)/suppleant(e) 

juge  adjoint  de  district 

registraire  adjoint  de  district 

juge  adjoint  /  suppleant 

sous-ministre 

registraire  adjoint 

abandon 

detenir,  retenir 

retention 

centre  de  detention 
foyer  de  detention 
detention  sous  garde 
element  de  dissuasion 
affectation  de  perfectionnement 
directeur  (directrice) 
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directory 

disability 

discharge  (absolute) 
discharge  (conditional) 
discharge  (to) 
discharged  prisoner 
disciplinary  action 
disciplinary  hearing 
discipline 
disclosure 
discretion 
discussion  paper 
dishonoured  cheque 
dismiss  (to) 

dismiss  /  to  (an  action,  a  motion, 

an  appeal) 

dismissal 

dismissal  of  an  action  for  delay 


tableau  indicateur 

incapacity  legale,  invalidity  (physique) 

liberation  inconditionnelle 

liberation  conditionnelle 

liberer,  congedier 

detenu  libere 

peine  disciplinaire 

enquete  disciplinaire 

discipline 

divulgation 

discretion,  pouvoir  discretionnaire 
document  de  travail 
cheque  (m)  refuse 
rejet er,  congedier 

rejeter  (une  action,  une  motion,  un  appel) 
renvoi,  rejet 

rejet  (m)  d'une  action  pour  cause  de  retard 


disorderly  conduct 

disposition 

dispute 

distribution 

disturb  the  peace  (to) 

disturbance  (cause  a) 

Divisional  Court 

divorced 

docket 

domestic  assault 

double  time 

driving  while  impaired 

driving  while  under  suspension 

drug 

drug  addict 
drug  addition 
drug  benefits 
drug  testing 
drug  trafficking 


inconduite  (f) 
decision  (f) 

litige  (m),  contestation  (f),  differend  (m) 

repartition  (f) 

troubler  la  paix  publique 

faire  du  bruit/tapage 

Court  (f)  divisionnaire 

divorce(e) 

role  (m) 

agression  (f)  familiale 

heures  majorees  de  100% 

conduire  avec  des  facultes  affaiblies 

conduire  en  periode  de  suspension  du  permis 

drogue,  stupefiant 

toxicomane 

toxicomanie 

regime  de  medicaments  gratuits 
test  de  depistage  de  drogue 
traffic  de  stupefiants 
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drunk 

ivre 

due  process 

procedure  equitable 

duration 

duree  (f) 

duty 

devoir,  fonction,  tache 

Duty  Counsel 

avocat(e)  de  service 

dwelling 

habitation  (f),  logement  (m) 

e 

early  hearing 
early  retirement 
earned  remission 
earnings 
education 

Educational  Co-ordinateur 

educational  leave 

effective  date 

effective  operation 

Electronic  Monitoring  Program 

eligible 

eligibility  date 

embezzlement 

emergency 

emergency  alarm 

emergency  fire  blanket 

emotional  disturbance 

Employee  Counsellor 

Employee  Relations  Committee 

employee  status 

employment 

employment  counselling 

Employment  Equity  Program 

employment  record 

end  of  sentence 

endorse  /  to 

enforce  /  to 

enforceable  order 

enforcement 


audience  (f)  anticipee 
retraite  anticipee 
remise  de  peine  meritee 
gains,  salaire,  traitement 
scolarite,  etudes  (effectuees) 
coordonnateur(e)  de  l'education 
conge-education 
date  d'entree  en  vigueur 
bon  fonctionnement 

Programme  de  surveillance  electronique 

admissible,  acceptable 

date  d'admissibilite 

detournement  de  fonds 

crise,  urgence 

alarme  d'urgence 

couverture  anti-feu  en  cas  d'incendie 
perturbation  affective 
conseiller  (conseillere)  des  employes 
Comite  de  relations  avec  les  employes 
situation  professionnelle 
emploi,  embauche 
orientation  professionnelle 
Programme  d'equite  d'emploi 
antecedents  professionnels 
expiration  d'une  peine 
endosser,  inscrire,  viser 
executer 

ordonnance  (f)  executoire 

application  (f)  (loi),  execution  (f)  (ordonnance, 
jugement) 
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enter  a  judgement  in  an  index  /  to 
enter  in  a  trial  docket  /  to 
entitle  /  to 

entitled  to  costs  /  to  be 

environment 

escape 

estate 

estimates 

evaluation  grid 

evidence 

evidence  of  character 

ex-inmate 

examination 

examination  for  discovery 
execute  /  to  (general) 

Executive  Assistant 
Executive  Committee 
Executive  Director 

exhibit 

exit 

expense 

expense  account 
expert  of  the  court 
expiration  of  sentence 
time  (for  doing  an  act) 
extend  time  for  filing  /  to 
extend  /  to  (time) 
extension  of  time 
extension  of  time  for  appeal 
extension  of  a  time  of  payment 
of  a  fine 

extenuating  circumstances 

extortion 

extra  pay 

eye  witness 


inscrire  un  jugement  dans  un  registre 

inscrire  au  role 

autoriser,  avoir  droit 

droit  aux  depens  /  avoir 

entourage 

evasion  (f) 

succession  (f) 

previsions  budgetaires 

grille  devaluation 

deposition,  preuve,  temoignage 

preuve  de  moralite 

ex-detenu 

examen,  interrogatoire 
interrogatoire  (m)  prealable 
executer 

adjoint(e)  principal(e)  de  direction 
Comite  de  direction 

directeur  (trice)  administratif, 
directeur  (trice)  general(e) 

piece  (f) 

sortie 

depense 

compte  de  frais 

expert  (m)  judiciaire 

expiration  de  peine 

expiration  (f)  du  delai 

proroger  un  delai  de  depot 

proroger  (un  delai) 

prorogation  (f)  du  delai 

prorogation  (f)  du  delai  d'appel 

prorogation  (f)  du  delai  de  paiement 

d'une  amende 

circonstances  attenuates 

extorsion 

supplement  de  salaire 
temoin  oculaire 


f 
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facilities 

facilities  for  young  persons 
fact  finding 
factual  social  history 
factum 

fail  to  attend  (to) 
fail  to  comply  (with) 
fail  to  remain  at  the  scene 
of  an  accident  (to) 
failure  to  appear  (in  court) 
failure  to  attend  at  trial 
failure  to  comply  with  a 


amenagements,  batiments,  installations,  edifices 

installations  pour  adolescents 

enquete 

antecedents  (d'un  contrevenant) 
memoire  (m) 

faire  defaut  de  comparaTtre 
ne  pas  respecter 
commettre  un  delit  de  fuite 

defaut  (m)  de  comparaTtre  (devant  le  tribunal) 
defaut  (m)  de  se  presenter  a  l'instruction 
defaut  (m)  de  se  conformer  a  un 


false  pretences 
recognizance  /  an  order 
family 

family  counselling 

family  court 

family  division 

family  history 

family  law  proceeding 

family  maintenance  payment 

family  violence  programs 

federal  statutes 

fees 

female  inmate 
fees  (lawyer) 
field  of  corrections 
file 

file  /  to 

file  /  to  (in  court) 
file  in  support  /  to 
file  index 

file  proof  of  service  /  to 
Filing  Clerk 
filing  date 
filing  fee 

Finance  and  Administrative  Services 


escroquerie 

engagement  /  a  une  ordonnance 
famille 

orientation  familiale 
tribunal  de  la  famille 
division  (f)  de  la  famille 
antecedents  familiaux 
instance  (f)  en  droit  de  la  famille 
versement  alimentaire 
programmes  sur  la  violence  familiale 
loi  federate 

droits  (m),  honoraires  (m),  redevances 
detenue 

honoraires  (m)  (d'un  avocat(e)) 
services  correctionnels 
dossier,  fichier 
classer 

deposer  (au  greffe) 
deposer  a  l'appui 
bordereau 

deposer  une  preuve  de  signification 

commis  au  classement 

date  (f)  du  depot 

frais  (m)/droits(m)  de  depot 

Direction  des  finances  et  d'administration 
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financial  statement 
financing 
find  /  to 
finding 

finding  of  guilt 
fine 

Fine  Options  Program 

fingerprint 

fire 

fire  alarm 
fire  extinguisher 
fire  hose 

Fire  Marshall's  Report 

fire  route 

firearm 

first  instance 

first  offender 

fiscale  year 

fitness  programs 

fix  a  date  for  the  hearing  /  to 

flexible  hours 

follow-up 

food  services 

forgery 

form 

formal  charge 
foster  home 
foul  language 
found  guilty 

Francophone  Treatment  Centre 


etat  (m)  financier 

financement 

declarer 

conclusion  (f) 

declaration  de  culpabilite 

amende  (f) 

programme  de  reglement  optionnel  des  amendes 

empreinte  digitale 

incendie 

avertisseur  d'incendie 
extincteur  d'incendie 
tuyeau  d'incendie 

rapport  du  commissaire  aux  incendies 
voie  reservee  au  service  des  pompiers 
arme  a  feu 
premiere  instance  (f) 
contrevenant  primaire 
exercice  financier 

programmes  de  conditionnement  physique 

fixer  une  date  pour  l'audience 

horaire  variable 

rappel,  relance,  suivi 

services  alimentaires 

contrefafon 

formulaire,  formule  (f) 

accusation  formelle 

foyer  nourricier,  famille  d'acceuil 

langage  grossier 

juge  coupable 

Centre  de  traitement  francophone 


fraud 

Freedom  of  Information  and 
Protection  of  Individual  Privacy  Act 
Freedom  of  Information  Co-ordinator 
French  Language  Services 
fringe  benefits 
frisk 


fraude 

Loi  de  l'acces  a  l'information  et  de  la 

protection  de  la  vie  privee 

coordinateur  (trice)  de  l'acces  a  l'information 

Services  en  fran?ais 

avantages  sociaux 

fouille  sommaire 
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full  offence 
full  remission 
full-time 

functionally  illiterate 


infraction  consommee 
reduction  totale  de  peine 
plein  temps 
analphabete 


g 

gambling 
garnishee  /  to 

gamishee/gamishing/garnishment  order 
garnishee  wages  /  to 
garnishment  (of  wages) 

General  Clerk 
General  Duty  Officer 
general  information 
general  parole  terms 
go  to  court  /  to 
go  to  trial  /  to 
good  behaviour 
graduate 
grant 

grant  a  hearing  /  to 
grant  an  adjournment  /  to 
grant  parole  to 
grievance 

grievance  administration 
grievor 

gross  indecency 

grounds  for  review 

group  counselling 

group  discussions 

group  home 

guidelines 

guilt 

guiltless 

guilty 


jeu 

pratiquer  une  saisie-arret 

ordonnance  (f)  de  saisie-arret 

effectuer  une  saisie-arret  de  salaires 

saisie-arret  (f)  (de  salaire) 

commis  general(e) 

agent(e)  de  service  general 

renseignements  d'ordre  general 

conditions  generates  de  liberation  conditionnelle 

recourir  a  la  justice,  s'adresser  a  la  justice 

presenter  (se)  a  un  proces 

bonne  conduite 

diplome 

subvention 

accorder  une  audience 
accorder  un  ajournement 
octroyer  la  liberation  conditionnelle 
grief,  reclamation 
gestion  des  griefs 
plaignant 

indecence  grossiere 
motifs  d'examen 
orientation  de  groupe 
discussions  de  groupe 
foyer  de  groupe 

directives,  lignes  directrices,  lignes  de  conduite 

culpabilite 

innocent 

coupable 
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h 

habitual  criminal 

habitual  offender 

halfway  house 

handcuffs 

handling 

harassment 

harbour  (to) 

hardened  offender 

harm  (to) 

harsh  sentence 

Head  Nurse 

head  office 

Head  Supervisor 

Health  Care  Co-ordinator 

health  care  professionel 

health  care  services 

health  centre 

health  insurance 

health  services 

health  status 

hear  a  case  /  to 

hearing 

hearing  date 

hearing  from  which  the  public  is 

excluded  (held  in  camera) 

hearing  in  public 

hearing  of  a  case 

hearing  of  a  trial 

higher  court 

Highway  Traffic  Act 

hobby 

hold  in  custody  (to) 
holding  room 
home  situation 
homicide 
housebreaking 
housing 


repris  de  justice 

recidiviste 

foyer  de  transition 

menottes 

manutention 

harcelement 

dormer  asile 

incorrigible 

nuire  a,  porter  prejudice  a 
peine  lourde 
infirmier(ere)  en  chef 
siege  social,  bureau  principal 
superviseur  en  chef 

coordinateur  (trice)  des  soins  de  la  sante 

professionnel  de  la  sante 

soins  medicaux 

centre  sanitaire 

assurance-sante 

services  de  sante 

etat  de  sante 

entendre  une  affaire,  instruire  une  cause 

audience  (f)  (seance  d'un  tribunal),  audition  (f) 
(action  d'entendre) 

date  (f)  d'audience 
audience  (f)  a  huis  clos 

audience  (f)  publique 
audition  (f)  d'une  cause 
instruction  (f) 
cour  (f)  superieure 
Code  de  la  route 
loisirs,  passe-temps 
detenir 

salle  des  detenus 
situation  familiale 
homicide 

effraction  de  domicile 
logement,  hebergement 
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Human  Resources  Management 

human  rights 

humanitarian 

i 

identifiable  group 

immediate  family 

Immigration  Officer 

impaired  driver 

impaired  driving 

in  camera 

incarcerated 

incarceration 

incentive  allowance 

incentive  pay 

incentive  program 

incest 

income 

incompetence 

incumbent 

in  custody 

indecent  assault 

indictable  offence 

indictment 

industrial  program 

Industrial  Programming  Unit 

industrial  shop 

industrial  training 

information  (legal) 

Information  Clerk 
information  paper 
informer 
in-house 
in-house  training 
initial  /  to 
injure  (a  thing) 
injury 


Gestion  des  ressources  humaines 
droits  de  la  personne 
humanitaire 


groupe  identifiable 

famille  proche 

agent(e)  d'immigration 

conducteur  ayant  ses  facultes  affaiblies 

conduite  avec  des  faculte  affaiblies 

a  huis  clos 

detenu,  incarcere 

incarceration 

prime  de  rendement 

salaire  stimulant 

programme  d'encouragement 

inceste 

revenu 

incompetence,  inhabilite 
en  fonction,  titulaire 
sous  garde 
attentat  a  la  pudeur 
acte  criminel 

acte  d'accusation,  mise  en  accusation 
programme  industriel 
Unite  de  la  programmation  industrielle 
atelier  industriel 

formation  aux  travaux  industriels 
denonciation,  plainte 
prepose(e)  aux  renseignements 
document  d'information 
indicateur  (trice) 
interieur,  interne 

formation  geree  par  l'etablissement 

parapher 

endommager 

blessure,  lesion,  prejudice 
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inmate 

inmate  movements 
Inmate  Records  Clerk 
input 
inquest 

inquire  into  a  complaint  /  to 
insanity 

intensive  supervision 

institution 

Institutional  Bailiff 

Institutional  Crisis  Intervention 

Team  (ICIT) 

institutional  custody 

Institutional  Liaison  Officer 

institutional  programs 

Institutional  Staff  Training  Officer 

Intake  Officer 

intake  system 

interaction 

interest 

interested  party 
interfere  (to) 


detenu 

deplacement  de  detenus 

cornmis  aux  dossiers  correctionnels 

entree 

enquete 

examiner  une  plainte 
alienation  mentale 
supervision  intensive 
etablissement 
huissier  institutionnel 

r 

Equipe  d'intervention  en  cas  de  crise  dans 

l'etablissement 

peine  de  prison 

agent(e)  de  liaison  avec  les  etablissements 
regime  institutionnel 

agent  de  formation  du  personnel  institutionnel 

agent(e)  d'accueil) 

systeme  d'admission 

relations  etroites 

interet  (m) 

partie  (f)  interessee 

entraver 


intermittent  custody 

intermittent  sentence 

internal  audit 

internal  placement  board 

interpreter 

interview 

intoxication 

invalid 

investigation 

investigation  and  security 
issue 

issue  a  claim  /  to 
issue  a  notice  to 
issue  a  process  /  to 
issuing  a  forged  document 


garde  discontinue 
sentence  intermittente 
verification  interne 

commission  de  placement  en  etablissement 

interprete 

entrevue 

ivresse,  intoxication 
non  valide,  nul 
enquete  (f),  etude,  examen 
enquetes  et  securite 

question  (f)  en  litige,  point  (m)  en  litige 

engager  une  action 

decerner/delivrer  un  avis 

decerner/delivrer  un  bref  /  un  acte  de  procedure 

mise  en  circulation  d'un  document  contrefait 
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j 

jail 

job 

job  assignment 
job  classification 
job  search 
job  skill 
joint  accused 
joint  agreement 
joint  trial 

jointly  and  severally  liable  /  to  be 
Judge 

judge  with  a  jury 

judgement 

judicial 

Judicial  Interim  Release 
judicial  review 
judiciary 

jurat  (in  affidavit) 

jurisdiction 

juror 

jury 

jury  box 
jury  duty 
jury  notice 
jury  trial 

Justice  of  the  Peace 
justice  system 


prison 

fonction,  poste,  tache 
affectation/attribution  de  taches 
classe  d'emploi 
recherche  d'emploi 
aptitude  professionnelle 
personnes  accusees  conjointement 
entente  mixte 
proces  conjoint 

solidairement  responsable  /  etre 
Juge 

juge  avec  jury 

arret  (m),  decision  (f),  jugement  (m) 
judiciare 

mise  en  liberte  provisoire  par  voie  judiciare 
examen  judiciare 

magistrature  (f),  organisation  judiciare 
constat  (m)  d'assermentation 
juridiction  (f),  competence  (f),  ressort  (m) 
jure 

jury  (m) 
banc  des  jures 
fonctions  de  jure 
convocation  (f)  du  jury 
proces  (m)  devant  jury 
Juge  de  paix 
systeme  (m)  judiciaire 


k 

key  role 

role  important 

kin 

parente 

kin  (next  of) 

parent  le  plus  proche 
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1 

labour  relations 
land  registry  office 
language  of  the  case 
late  filing 
law 

law-abiding 
law  breaking 
law  enforcement 
law  enforcement  agency 

law  firm 
law  reform 

Law  Society  of  Upper  Canada 
lawful  custody 
lawful  order 
lawsuit 

lawsuit  /  to  bring  a 
lawyer 

lawyer  in  private  practice 

lawyer-client  relationship 

lay  a  charge  (to) 

lay  a  complaint  /  to 

lay  an  information  (to) 

lay  off 

lay  people 

learning  disorder 

lease 

leasehold 

leave  a  copy  of  the  document  /  to 
(service) 

leave  (of  the  court/judge,  to  appeal) 

leave  of  absence 
legal 

legal  action 
legal  advice 
legal  advice  /  to  seek 


relations  de  travail 

bureau  (m)  d'enregistrement  immobilier 

langue  (f)  de  procedure 

depot  (m)  tardif 

loi  (f),  droit  (m) 

respectueux  de  la  loi 

transgression,  violation  de  la  loi 

application  de  la  loi 

organisme  (m)  charge  de  l'application 
de  la  loi 

cabinet  (m)  d'avocats,  etude  (f) 
reforme  de  la  loi 
Barreau  (m)  du  Haut-Canada 
detention  legitime,  garde  legitime 
ordre  legitime 

poursuite  (f)  judiciare,  proces  (m) 

intenter  un  proces/une  action/ 

contre  quelqu'un,  poursuivre  quelqu'un  en  justice 

avocat(e) 

avocat(e)  d'un  cabinet  prive 
relation  (f)  avocat-client 
deposer  une  accusation 
deposer  une  plainte 
deposer  une  denonciation 
mise  a  pied,  licenciement 
la'ique 

difficulty  d'apprentissage 

bail  (m) 

bien  cede  a  bail 

laisser  une  copie  du  document 

(signification) 

autorisation  (f)  (du  tribunal/juge, 
d'interjeter  appel) 

absence  autorisee,  conge  autorise 
legal,  juridique,  licite 
action  (f)  en  justice 
conseils  (m)  juridiques 
consulter  un  avocat 
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legal  aid 

aide  (f)  juridique 

legal  aid  lawyer 

avocat(e)  de  l'aide  juridique 

Legal  Aid  Services 

Services  d'aide  juridique 

legal  authority 

autoritsation  legale 

legal  costs 

frais  (m)  de  justice  /  d'avocat 

legal  counsel 

avocat(e),  conseiller(ere)  juridique 

legal  department 

contentieux  (m),  service  (m)  du  contentieux 

legal  document 

document  (m)  juridique 

legal  expenses 

frais  (m)  de  justice 

legal  fees 

frais  (m)  de  justice;  honoraires  d'avocat 

legal  guardian 

tuteur(trice) 

legal  holiday 

jour  ferie 

legal  jurisdiction 

autorite  judiciare 

legal  proceedings 

action  en  justice,  instance,  poursuite  judiciare 

legal  responsibility 

responsabilite  legale 

legal  services 

services  juridiques 

legislation 

loi 

Legislature 

legislature  (f),  assemblee  (f)  legislative 

Legislature  of  Ontario 

legislature  de  l'Ontario 

length  of  sentence 

duree  de  la  peine 

letter  of  agreement 

lettre  d'entente 

letterhead 

en-tete 

liability 

responsabilite  (f) 

liable  for  costs  of  an  action  /  to  be 

responsable  des  depens  d'une  action  /  etre 

liable  to  imprisonment 

passible  d'emprisonnement 

libel 

diffamation,  ecrit  diffamatoire 

Library  Services 

Services  de  bibliotheque 

license  (driver's) 

permis  de  conduire 

lien  on  real  or  personal  property 

privilege  (m)  sur  des  biens  meubles  ou  immeu 

life  skills 

aptitudes  a  la  vie  quotidienne 

limitation 

restriction 

limitation  period 

delai  (m)  de  prescription 

list  an  action  for  trial  /  to 

inscrire  une  action  pour  instruction 

list  for  hearing 

role  (m)  d'audience 

list  for  hearing  /  to 

inscrire  au  role 

list  for  trial  /  to 

inscrire  au  role 

list  for  trial  of  actions  with  a  jury 

role  (m)  des  proces  avec  jury 

list  of  cases 

role  (m)  des  causes 
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list  of  cases  requiring  speedy  trial 

role  (m)  des  causes  devant  etre  instruites  sans  delai 

list  of  exhibits 

liste  (f)  des  pieces 

literacy 

alphabetisation 

litigant 

plaideur,  justiciable,  partie  (f)  au  litige 

litigation 

litige  (f),  affaire  (f)  litigieuse 

livelihood 

gagne-pain 

living  allowance 

allocation  de  subsistance 

living  expenses 

frais  de  subsistance 

local  registrar  of  the  Ontario  Court 

greffier  local  de  la  Cour  de  1'Ontario 

(General  Division) 

(Division  generate) 

location 

endroit,  lieu 

lock-up 

lieu  de  detention  provisoire 

loiter 

flaner 

long  term  residential  care 

soins  a  long  terme  en  etablissement 

low  income 

faible  revenu 

lower  court 

tribunal  inferieur 

lump  sum 

somme  (f)  /  montant  (m)  forfaitaire 

lump  sum  payment 

paiement  (m)  forfaitaire 

m 

main  office 

bureau  principal,  siege  social 

maintenance  order 

ordonnance  alimentaire 

maintenance  staff 

personnel  d'entretien 

management 

gestion,  direction 

Management  Board  of  Cabinet 

Conseil  de  gestion  du  gouvernement 

Management  Information  Systems 

Direction  des  systemes  informationnels 

Branch 

de  gestion 

Management  Planning  and  Analysis 

Planification  et  analyse  de  la  gestion 

Manager 

chef  de  service,  gerant(e) 

managerial  skills 

aptitudes  a  la  gestion 

mandatory 

imperatif,  obligatoire 

manhour 

heure-homme 

manpower 

effectif,  main  d'oeuvre 

manslaughter 

homicide  involontaire 

margin 

marge 

marital  breakdown 

echec  definitif  d'un  mariage,  rupture  d'un  mariage 

marital  status 

etat  matrimonial 
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marriage  counselling 
master 

material  evidence 
matrimonial 
maturity  date 
maximum  security 
meal  tickets 

medical  assessment/examination 

medical  care 

medical  certificate 

medical  history 

medical  record 

medical  services 

medium  security 

Member  of  Parliament 

memorandum 

mental  disorder 

mental  health 

mentally  handicapped 

mercy 

merit  rating 

merits  of  a  claim 

method  of  service 

minimum  notice  period 

minimum  security  institution 

Minister 

Minister's  Advisory  Committee 
on  Corrections 

Ministry  of  Correctional  Services 

minor  crime 

misbehaviour 

miscarriage  of  justice 

mischief 

misconduct 

misconduct  charge 

mislead  (to) 

mistrial 

mitigating  circumstances 


consultation  matrimoniale 
protonotaire  (m) 
preuve  substantielle 
conjugal 
date  d'echeance 
a  securite  maximale 
bons  de  repas 
examen  medical 
soins  medicaux 

certificat  medical,  certificat  du  medecin 
antecedents  medicaux 
dossier  medical,  fiche  medical 
services  medicaux 
a  securite  moyenne 
depute 

note  (de  service) 

trouble  mental 

sante  mentale 

deficient(e)  mental(e) 

grace,  pardon 

notation  du  personnel 

bien-fonde  d'une  demande 

mode  (m)  de  signification 

delai  (m)  minimal 

etablissement  a  securite  minimale 

ministre 

Comite  consultatif  du  ministre  sur 

les  services  correctionels 

Ministere  des  Services  correctionnels 

delit  mineur,  contravention 

inconduite  deliberee 

erreur  judiciare  fondamentale 

mefait 

inconduite 

accusation  d'inconduite 
induire  en  erreur,  tromper 
proces  (m)  nul 
circonstances  attenuates 
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mitigation  of  sentence 
mixed  sentences 
molest  (to) 

money  to  be  paid  into  court 

motion 

move  /  to 

moving  party 

multi-handicapped 

multiple  family  dwelling 

municipal  by-law 

murder 


n 

Native  Liaison  Officer 
narcotic 

National  Board  of  Parole 
native 

Native  Inmate  Liaison  Program 
native  offender 
native  program  co-ordination 
neglect 

neglected  child 
negligence 

negligence  and  endangering 

negotiation 

network 

night  shift 

nominal  role 

non-compliance 

non-custodial  disposition 

non-profit  organization 

non-status 

notary  public 

notice 

notice  period 

nuisance 

nurse 


mitigation  de  la  peine 
peines  mixtes 
molester 

argent  (m)  consigne  a  la  cour 
motion  (f) 

presenter  une  motion 
auteur  de  la  motion 
polihandicape 
immeuble  multifamiale 
reglement  municipal 
meurtre 


agent(e)  de  liaison  aupres  des  autochtones 
stupefiant 

Commission  nationale  des  liberations  conditionnelles 
autochtone 

Programme  de  liaison  pour  les  detenus  autochtones 

contrevenant  autochtone 

coordination  des  programmes  autochtones 

negligence,  omission 

enfant  delaisse/abandonne 

negligence,  faute 

negligence  et  mise  en  danger 

negotiation,  pourparler 

reseau 

equipe  de  nuit 
etat  nominatif 
inobservation 

decision  ne  prevoyant  pas  de  placement  sous  garde 

organisme  sans  but  lucratif 

non-inscrit 

notaire 

avis  (m) 

dehi  (m)  d'avis 

nuisance 

infirmier(ere) 
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nursing  services  services  de  soins  infirmiers 


o 


oath 

serment 

Oath  of  Secrecy 

serment  de  confidentialite 

obligations  (discharge  of) 

extinction,  execution  des  engagements 

obscene  matter 

sujet  obscene 

obscenity 

obscenite 

observation  and  detention  home 

centre  d'observation  et  de  detention 

obsolete 

desuet 

obstruct  justice  (to) 

entraver  la  justice 

occupancy  cost 

frais  d'occupation 

occupancy  rate 

taux  d'occupation 

occupation  (employment) 

profession,  poste 

occurrence  report 

rapport  d'incident 

offence 

delit,  infraction 

offender 

contrevenant,  delinquant 

offender  (habitual) 

recidiviste 

offender  classification 

classement  des  contrevenants 

Offender  Classification  and 

Unite  du  classement  et  du  transfert 

Transfer  Unit 

des  contrevenants 

Offender  Education  and 

Unite  d'education  et  de  formation 

Training  Unit 

des  detenus 

Offender  Programming  and 

Programmation  des  services  aux 

Operational  Support 

contrevenants  et  du  soutien  operationnel 

offender  registry 

registre  des  contrevenants 

Offender  Rehabilitation  Programs 

Programmes  de  re-adaptation  des  contrevenants 

offensive  weapon 

arme  offensive 

offer 

offre  (f) 

office  hours 

heures  de  bureau 

Office  Manager 

chef  de  bureau 

office  staff 

personnel  de  bureau 

Officer 

Agent 

Officer  in  Charge 

agent(e)  responsable 

official 

dignitaire,  fonctionnaire 

official  examiner 

auditeur  officiel 

Ombudsman 

ombudsman 
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Ombudsman's  Act 

Loi  sur  l'ombudsman 

on  parole 

en  liberte  conditionnelle 

Ontario  Board  of  Parole 

Commission  ontarienne  des  liberations 
conditionnelles 

Ontario  Court  (General  Division) 

Cour  (f)  de  l'Ontario  (Division  generale) 

Ontario  Legal  Aid  Plan 

Regime  d'aide  juridique  de  l'Ontario  (RAJO) 

Ontario  Native  Affairs  Directorate 

Direction  generale  des  affaires  autochtones  de 
l'Ontario 

Ontario  Native  Council  on  Justice 

Conseil  des  autochtones  ontariens  de  la  justice 

Ontario  Provincial  Police 

Police  provinciale  de  l'Ontario 

open  court 

audience  publique 

open  custody 

garde  en  milieu  ouvert 

open  custody  residence 

residence  de  garde  en  milieu  ouvert 

open  house 

jour  d'accueil 

operational  budget 

budget  operationnel 

operational  costs 

cout  d'exploitation  (etablissement), 

frais  de  fonctionnement  (programme) 

operational  plan 

plan  operationnel 

Operational  Support  - 

soutien  operationnel 

Operations  Division 

Division  des  operations 

opportunity  bulletin 

annonce  d'emploi 

order 

ordonnance  (f) 

order / to 

enjoindre,  ordonner 

order-in-council 

decret 

order  of  committal 

ordonnance  d'incarceration 

order  of  disposition 

ordonnance  portant  decision 

order  of  the  court 

ordonnance  judiciare 

ordered  to  pay  costs  /  to  be 

condamne  a  payer  les  depens  /  etre 

out  of  court 

hors  presence  du  tribunal,  hors  cours,  a  l'amiable 
(reglement) 

out-of-court  settlement 

transaction  (f) 

out-of-pocket  expenses 

deboursements 

outstanding  balance 

solde  a  decouvert 

outstanding  charge 

accusation  pendante 

overhead  costs 

frais  generaux 

overpopulation 

surpeuplement 

overtime  hours 

heures  supplementaires 
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P 

panel 

pardon 

parking  offence 
parking  ticket 
parliamentary  assistant 
parole 

parole  by  exception 
parole  certificate 
parole  conditions 
parole  denied 
parole  for  deportation 
parole  granted 
parole  hearing 
parole  rescinded 
parole  revoked 
parole  supervision 
parole  suspension 
parole  violation 

parolee 

partial  remission 

party 

pass 

pastoral  care 
pay  into  court  /  to 
payment 

payment  into  financial  institution 

payment  of  compensation 

payment  of  costs  of  an  action 
payment  out  of  court 

Payroll  Supervisor 
peace  bond 


comite,  jury 
pardon 

infraction  de  stationnement 
contravention 
adjoint(e)  parlementaire 
liberation  conditionnelle 
accorde  a  titre  exceptionnelle 
certificat  de  liberation  conditionnelle 
conditions  de  la  liberation  conditionnelle 
liberation  conditionnelle  refusee 
liberation  conditionnelle  pour  expulsion 
liberation  conditionnelle  accordee 
audience  de  la  liberation  conditionnelle 
liberation  conditionnelle  annulee 
liberation  conditionnelle  revoquee 
surveillance  des  liberes  conditionnels 
suspension  de  la  liberation  conditionnelle 

violation  des  conditions  de  la  liberation 
conditionnelle 

personne  en  liberation  conditionnelle 

remise  partielle  de  peine 

partie  (f) 

laissez-passer 

soutien  spirituel 

consigner  au  tribunal 

paiement  (m) 

versement  (m)  aupres  d'un  etablissement 
financier 

paiement  (m)/versement  (m)  d'une 
indemnite 

paiement  (m)  des  depens  d'une  action 

versement  (m)  de  la  somme  d'argent 
consignee 

superviseur  de  la  paye 

obligation  de  ne  pas  troubler  la  paix  publique 
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Peace  Officer 
penal  institution 
penal  record 
penalty 

pending 

pending  an  appeal 
penitentiary 
perfect  an  appeal  /  to 
perfection  (of  an  appeal) 
period  in  residence 
perjury 

permanent  disability 
personal  counselling 
personal  injuries 
personal  property 
personal  record 
petty  cash 
petty  offence 
physical  examination 
piecework 
plaintiff 
plan  of  action 
plan  of  care 

planning  and  evaluation 
plea 

plea  bargaining 
plead  guilty  (to) 
pleading 
police  force 

police  occurrence  report 
police  officer 
police  station 
Policy  Analyst 

Policy  and  Corporate  Planning 

Secretariat 

policy  statement 


agent(e)  de  la  paix 
etablissement  penitentiaire 
easier  judiciare 

sanction  (f)  (general),  amende  (f) 

(pecuniaire),  penalite  (f)  (delit,  fiscal) 

en  cours,  en  instance 

en  instance  d'appel 

penitencier 

mettre  un  appel  en  etat 
mise  (f)  en  etat 
periode  d'internat 
parjure 

incapacity  permanente 
orientation  personnelle 
lesions  corporelles 
biens  personnels 
dossier  personnel 
petite  caisse 
contravention 
examen  physique 
travail  a  la  piece 
demandeur  (demanderesse) 
plan  d'action 
programme  de  soins 
planification  et  evaluation 
plaidoirie 

negotiation  de  plaidoyer 
plaider  coupable 
plaidoirie,  acte  de  procedure 
corps  de  police 
constat  de  police 
agent  de  police,  policier 
poste  de  police 
analyste  des  politiques 
Secretariat  des  politiques  et 
de  la  planification  ministerielle 
declaration  de  principe 
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poor  conduct 

possession  of  stolen  goods 

post  bond  (to) 

posting 

potential 

postjudgement  interest 
postpone  /  to  (trial,  proceeding) 
power  of  attorney 
powers  to  arrest 
pre-parole  investigation 
pre-parole  report 
pre-release  report 
pre-sentence  report 
predisposition  report 
prejudgement  interest 

preliminary  hearing/inquiry 
prescribed  fee 
prescribed  form 
prescribed  time 
prescription  drug 
presumption 


mauvaise  conduite 
possession  d'objets  voles 
verser  un  cautionnement 
affichage 
potentiel 

interets  (m)  posterieurs  au  jugement 

reporter 

procuration  (f) 

pouvoirs  d'arrestation 

enquete  preliberatoire 

rapport  preliberatoire 

rapport  preliberatoire 

rapport  presentenciel 

rapport  predecisonnel 

interets  (m)  anterieurs  au 
jugement 

enquete  (f)  preliminaire 
droits  (m)  prescrits 
formule  (f)  prescrite 
delai  (m)  prescrit 
medicament  prescrit 
presomption  (f) 


pre-trial  conference 
preventive  detention 
previous  conviction 
previous  record 
primary  grounds 
Principal 
prison  breach 
prison  sentence  or  term 
prisoner 
private  agency 
private  interview 
Probation  &  Parole  Officer 
probation  intake 
probation  measures 


conference  (f)  preparatoire  au  proces 

detention  preventive 

condamnation  anterieure 

antecedents 

raisons  principales 

directeur 

bris  de  prison 

peine  d'emprisonnement 

prisonnier,  detenu 

organisme  prive 

entrevue  personnelle 

agent(e)  de  probation  et  de  liberation  conditionnelle 
admission  a  la  protection 
mesures  de  probation 
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probation  order 
probation  period 
probation  services 
probation  supervision 
probationer 

probationer's  behaviour 
professional  counselling 
professional  development 
procedural  matter 
proceeding 

process 

progress  report 
promise  to  appear 
proof  of  service 
property  seized 
prosecution 

prosecution  (of  an  action) 

prosecutor 

prove  /  to 

Provincial  Court  (Family  Division) 

Provincial  Director 
provincial  judge 
provincial  offences 
Provincial  Offences  Act 
provision 
psychiatric  care 
Psychiatrist 
Psychologist 
Psychometrist 
public  hearing 
public  housing 
public  mischief 
Public  Trustee 
punishment 


ordonnance  de  probation 
periode  de  stage,  periode  d'essai 
services  de  probation 
surveillance  sous  probation 
probationnaire 

comportement  du  probationnaire 

orientation  professionnelle 

perfectionnement  professionnel 

question  (f)  de  procedure 

instance  (f),  procedure  (f),  poursuite  (f), 
proces  (m),  affaire  (f)  instruite  (action) 

acte  (m)  de  procedure 

rapport  devolution 

promesse  de  comparaitre 

preuve  (f)  de  signification 

bien  (m)  saisi 

action,  instance,  poursuite 

poursuite  (f)  (d'une  action) 

poursuivant(e) 

prouver,  etablir 

Cour  (f)  provinciate  (Division  de  la 
famille) 

directeur(trice)  provincial(e) 

juge  provincial(e) 

infractions  provinciates 

Loi  sur  les  infractions  provinciates 

disposition 

soins  psychiatriques 

psychiatre 

psychologue 

psychometricien(ienne) 

audience  (f)  publique 

logement  public,  logement  social 

mefait  public 

curateur  public 

peine,  sanction 
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q 

qualifications 
qualified  person 


aptitudes,  qualites  requises 
personne  competente 


r 

rape 

real  estate/property 

reasonable  and  probable  grounds 

reasons  (for  decision) 

receiving  of  stolen  goods 

reception  home 

recess  (hearing) 

recidivist 

recipient 

reckless  driver 

recognizance 

recognizance  (on  bond) 

record 

record  (criminal) 
record  of  the  case 
Records  Management  Unit 
Recreation  Officer 
recreational  program 
recruitment 
recurrence 
refer  (to) 
referral  services 
refresher  course 
Regional  Director 
Regional  Manager 
regional  office 
registered  mail 

Registrar  of  the  Court  of  Appeal 
Registrar  of  the  Divisional  Court 
regulation 


viol 

biens  (m)  immeubles,  biens  (m)  immobiliers, 
immobilier  (m),  biens  (m)  reels 

motifs  raisonnables  et  probables 

motifs  (m) 

recel 

foyer  d'accueil 

suspension 

recidiviste 

beneficiaire 

chauffard 

engagement 

engagement  financier 

dossier  (m) 

easier  judiciaire 

dossier  de  l'affaire 

Unite  de  gestion  des  dossiers 

agent(e)  de  loisir 

programme  recreatif 

embauche,  recrutement 

recurrence 

renvoyer 

services  de  placement 
cours  de  recyclage 
directeur(trice)  regional(e) 
chef  de  service  regional(e) 
bureau  regional 
courrier  (m)  recommande 
greffier  de  la  Cour  d'appel 
greffier  de  la  Cour  divisionnaire 
reglement  (m) 
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rehabilitation 
reinstate  (employment) 
reinstate  (licence,  etc.) 
reintegration 
related  field 
release 

release  (press) 
release  of  records 
release  order 
release  plan 
released  from  custody 
released  on  bail 
released  on  parole 
relief 
relocation 
remand  (to) 

Remand  Unit 
remedial 
remedial  reading 
remission,  earned 
rendering  of  services 
report  (to) 
reprieve 
request 
request  /  to 
requirements 
requisition  form 
rescind  (to) 

Research  and  Evaluation  Branch 

Research  Assistant 

reserve 

residential  care 
resignation 
resist  arrest  (to) 

Resources  Planning  and  Analysis 
respondent 


readaptation,  rehabilitation 
reintegrer 

remettre  en  vigueur 
reinsertion,  reintegration 
domaine  connexe 

elargissement,  liberation,  remise  en  liberte 

communique  de  presse 

communication  de  dossiers 

ordonnance  de  mise  en  liberte 

projet  de  sortie 

mis  en  liberte 

libere  sous  caution 

mis  en  liberte  conditionnelle 

mesure  (f)  de  redressement 

relogement 

renvoyer 

Unite  de  detention  provisoire 
correctif 

enseignement  correctif  de  la  lecture 
remise  de  peine  meritee 
prestation  de  services 
faire  un  compte-rendu/rapport 
sursis 

demande  (f) 
demander 

besoins,  exigences,  imperatifs 
formule  de  demande/commande 
annuler 

Division  des  recherches  et  de  1'evaluation 

adjoint(e)  a  la  recherche 

reserve 

soins  en  etablissement 
demission 

resister  a  l'arrestation 

Planification  et  analyse  des  ressources 

intime 
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responsibility 
rest  period 
restitution 
restitution  order 
restraining  order 

restricted 
restricted  weapon 
retraining 
review 

Review  Board 
revocation 
revoke 
right 

right  to  counsel 

riot 

risk 

robbery 
rooming  house 
rule 

Rules  of  Civil  Procedure 
rules  of  court 
rules  of  court 
rules  of  evidence 

s 

salary  (annual) 
salary  range 
sanction 

satisfied  sentence 
schedule 

schedule  (document) 
seal  of  the  court 
search  warrant 
secondment 
Secretary-Receptionist 


attributions,  charge 
periode  de  repos 
restitution 

ordonnance  de  restitution 

ordonnance  de  ne  pas  faire,  ordonnance 
restrictive 

reserve,  restreint 

arme  a  autorisation  restreinte 

recyclage 

analyse  (f),  etude  (m)  revision  (f),  examen 

Commission  d'examen 

revocation 

revoquer 

droit  (m) 

droit  aux  services  d'un  avocat 
emeute 

danger,  peril,  risque 
vol  qualifie 
maison  de  rapport 
regie  (f) 

Regies  (f)  de  procedure  civile 
regies  (f)  de  pratique 
regies  de  la  cour 
regies  de  preuve 


salaire/traitement  annuel 
echelle  de  salaire 
peine,  sanction 
peine  purgee 

calendrier,  horaire,  annexe 
annexe  (f) 

sceau  (m)  de  la  cour 
mandat  de  perquisition 
detachement 
secretaire-receptionniste 
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secure  containment 
secure  custody 
security 

security  and  safety 
security  for  costs 
seizure 

selection  criteria 

self-awareness 

self-care 

self-defence 

self-government 

self-help 

self-sufficiency  program 

Senior  Assistant  Superintendent 

Senior  Judge 

senior  management 

Senior  Policy  Analyst 

seniority 

sentence 

sentenced 

sentencing 

separate  count 
seriousness 

serve  /  to  (a  document) 
serve  /  to  (sentence) 
serve  /  to  (summons) 
serve  personally  /  to 
service 

service  agreement 

service  delivery 

set  an  action  down  for  trial  /  to 

set  fine 
severance  pay 
sexual  assault 
sexual  crime 
sexual  harassment 
sexuel  offence 


internement  securitaire 
garde  en  milieu  ferme 
garantie  (f) 
securite  ct  surete 
cautionnement  (m)  pour  depens 
saisie 

criteres  de  selection 
conscience  de  soi 
soins  autonomes 
autodefense 
autonomie 

effort  personnel,  initiative  personnels 
programme  d'autonomie 
Adjoint(e)  principal(e)  du  surintendant 
juge  principal(e) 

cadres  superieurs,  haute  direction 
analyste  principal(e)  des  politiques 
anciennete 

condamnation,  peine,  sentence 
condamne 

prononce  de  la  condamnation,  prononce  de  la 
sentence 

chef  distinct 
gravite 
signifier 
purger 

assigner  a,  comparaitre 
signifier  a  personne 
signification  (f) 
contrat  de  service/d'entretien 
distribution  de  services 

inscrire  une  action  pour  instruction, 
inscrire  une  action  au  role 

amende  (f)  fixee 

indemnite  de  cessation  d'emploi 

agression  sexuelle 

crime  sexuel 

harcelement  sexuel 

infraction  d'ordre  sexuel 
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sheriff 

sherif 

shift  premium 

travail  par  roulement 

Shift  Supervisor 

chef  d'equipe 

shoplifting 

vol  a  l'etalage 

shoplifting  programs 

programmes  contre  le  vol  a  l'etalage 

show  cause  (to) 

exposer  les  raisons,  se  justifier 

show  cause  hearing 

audience  de  justification 

sick  leave  credits 

credits  de  conges  de  maladie 

sitting  (of  the  court) 

audience  (f),  session  (f) 

skilled  labour 

main-d'oeuvre  qualifiee 

Small  Claims  Court 

Cour  (f)  des  petites  creances 

Small  Claims  Court  proceedings 

instance  (f)  devant  une  cour  des 
petites  creances 

smuggling 

contrebande 

social  and  family  histories 

antecedentsw  familiaux  et  sociaux 

social  assistance 

aide  sociale 

social  history 

antecedents  sociaux 

social  programs  administration 

gestion  des  programmes  sociaux 

social  rehabilitation 

readaptation  sociale 

social  security 

securite  sociale 

social  service  agencies 

organismes  de  services  sociaux 

social  skills 

aptitudes  sociales 

Social  Worker 

travailleur(euse)  social(e) 

Solicitor 

procureur(e),  avocat(e) 

solicitor's  fees 

honoraires  (m)  de  procureur 

solitary  confinement 

isolement  cellulaire 

special  assistant 

adjoint(e)  special(e) 

staff 

personnel 

Staff  Training  and  Development 

Formation  et  perfectionnement  du  personnel 

Staff  Training  Officer 

agent  de  formation  du  personnel 

staffing 

dotation  en  personnel 

stand  trial  /  to 

subir  son  proces 

standing,  (in  good) 

en  regie 

standing  committee 

comite  permanent 

standing  orders 

reglements 

statement 

affirmation,  declaration  (f),  rapport  (m) 

statement  of  claim 

declaration  (f) 

statement  of  defence 

defense  (f) 

status  hearing 

audience  (f)  sur  l'etat  de  l'instance 
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statute 

statutory 

statutory  remission 
stay 

stay  /  to  (a  hearing,  proceedings) 

stay  of  sentence 

steal 

stolen  goods 
Storekeeper 
straight  time 
submission 
subordinate  staff 
subpoena 

substance  abuse  programs 
sue  /  to 

summary  conviction 
summary  judgement 
summary  offence 
summon  /  to 
summon  to  appear 
summons 
superannuation 
supervise  /  to 
supervision 
Supervisor 
supplies 
support 
support  order 
support  payments 
supporting  document 
supreme  court 
surety 

surrogate  court 
suspect 

suspended  sentence 
suspension 
switchboard 
sworn  (or  affirmed) 


loi 

prevu  par  la  loi 

reduction  de  peine  prevue  par  la  loi 

sejour 

suspendre 

suspension  de  l'ordonnance 
voler 

objets  voles 
magasinier 
taux  ordinaire 

observations  (f),  argument  (m) 

personnel  subalteme 

assignation  de  temoin 

programmes  de  toxicomanie 

intenter  une  poursuite/action,  poursuivre 

declaration  sommaire  de  culpabilite 

jugement  (m)  sommaire 

infraction  sommaire 

assigner,  convoquer 

assigner  a  comparaitre 

assignation  (f) 

pension  de  retraite 

controler,  diriger,  surveiller 

surveillance 

surintendant 

fournitures 

soutien 

ordonnance  (f)  alimentaire 
aliments  (m),  pension  (f)  alimentaire 
piece  (f)  justificative 
Cour  supreme 
caution  (f) 

tribunal  des  successions 
suspect 

condamnation  avec  sursis,  sentence  avec  sursis 
suspension 

standard  (telephonique) 
sous  serment 
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t 

table  an  amendment  /  to 

tactical  weapons 

take  an  oath  /  to 

target  group 

team  approach 

tear  gas 

technical  error 

technical  offence 

telephone  inquiries 

temporary  absence 

temporary  absence  permit 

Temporary  Absence  Program 

tenant 

tender 

term  (condition) 
term  (time) 
term  of  probation 
term  of  reference 
terminals 

termination  of  employment 

terms  and  conditions 

test 

testify 

theft 

third  party 
third  party  claim 
threat 

time  and  a  half 

time 

title 

tort 

trades  training 
Traffic  Court 
traffic  law 
traffic  violation 


deposer  un  amendement. 
armes  tactiques 
faire  preter  serment 
groupe  cible 
approche  d'equipe 
gaz  lacrymogene 
erreur  technique 
quasi-delit 

renseignements  par  telephone 
absence  temporaire,  permission  de  sortir 
permis  d'absence  temporaire 
Programme  d'absence  temporaire  (PAT) 
locataire 

appel  d'offres,  soumission 
condition,  modalite 

duree,  periode,  mandat,  modalite,  condition 

periode  de  probation 

mandat 

terminaux 

cessation  d'emploi 

conditions,  modalites,  stipulations 

essai,  test 

temoigner 

vol 

tiers  (m)  mis  en  cause 
mise  en  cause  (f) 
menace 

heures  majorees  de  moitie 

delai  (m) 

titre 

delit,  quasi-delit 
cours  de  metiers 

cour  des  infractions  a  la  circulation 

reglements  de  la  circulation 

infraction  aux  reglements  de  la  circulation 
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trainee 

training  program 
transcript 

transfer  (employee) 
transfer  of  jurisdiction 
translator 
travelling  expenses 

treatment 

treatment  centre 

stagiaire 

programme  de  formation 
transcription  (f) 
mutation 

transfer  de  competence 
traducteur 

frais  de  deplacements 
traitement 

centre  de  traitement 

treatment  services 

trespass  /  to 
trial 

Trial  Court 
trial  judge 
trial  list 

trial  record 

trial  scheduling 

trial  scheduling  office 

truancy 

trust 

trust  account 

services  de  traitement 

transgresser,  entrer  sans  autorisation 
proces  (m) 

tribunal  (m)  de  premiere  instance 
juge  de  premiere  instance 
role  (m) 

dossier  (m)  destruction 
etablissement  (m)  du  role 
bureau  (m)  de  l'etablissement  du  role 
ecole  buissonniere,  fugue 
fiducie  (f) 
compte  en  fiducie 

trustee 

turnover 

fiduciaire 

rotation 

unauthorized 

unconditional 
under  custody 
under  review 

underfill  basis 

undesirable 

undertaking 

unemployment  insurance 
unexpired  sentence 
unfit  to  stand  trial 

Unified  Family  Court 
union 

non  autorise,  sans  autorisation 
inconditionnel,  pur  et  simple 
sous  garde 
en  cours  de  revision 

classification  inferieure 
indesirable,  peu  souhaitable 
engagement  (m) 
assurance-chomage 
non  purgee  (peine) 
incapable  de  subir  un  proces 

Cour  (f)  unifiee  de  la  famille 
syndicat 
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union  dues 
unit 

unlawful 

unlawful  behaviour 

unlawful  entry  to  dwelling/house 

unlawfully  at  large 

unreasonable  force 

unskilled 

unsound  mind 

upgrading  course 


cotisation  syndicale 
unite 

illegal,  illicite,  contraire  a  la  loi 
actes  illicites 
violation  de  domicile 
illegalement  en  iiberte 
force  excessive 
non  qualifie,  peu  qualifie 
faible  d'esprit 

cours  de  perfectionnement 


v 

vacancy 

vacation  pay 

vagrancy 

vandalism 

variation 

verdict 

Victim  Assistance  Program 
victim  compensation 
victim  impact  statement 

Victim  Offender  Reconciliation 

Program 

violation 

vocation 

vocational 

vocational  counselling 
vocational  training 
vocational  workshop 
void 

voluntary 

voluntary  community  work 

volunteer 

volunteering 

voucher  (receipt) 


poste  a  combler/pourvoir 

indemnite  de  vacances 

vagabondage 

vandalisme 

changement, 

verdict 

Programme  d'aide  aux  victimes 
indemnisation  des  victimes 

declaration  de  la  victime  sur  les  repercussions  du 
crime 

Programme  de  reconciliation  entre  les 
contrevenants  et  leurs  victimes 
contravention,  infraction,  manquement 
profession 
professionel 

consultation  professionnelle 
formation  professionnelle 
atelier  d'initiation  au  travail 
nul 

benevole,  volontaire 

travail  benevole  pour  la  communaute 

benevole 

benevolat 

piece  comptable,  piece  justificative 
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w 

wages 

waiting  room 

waiver 

ward  (child) 

ward  of  the  Crown 

warning 

warrant 

warrant  of  arrest 
warrant  of  committal 
weapon 

wedlock  (bom  out  of) 
weekend  leave 
welfare 

welfare  assistance 
wife  abuse 
will 

willful  neglect 
willfully  fail  to  comply  (to) 
win  one's  case  /  to 

withdraw  /  to  (a  document,  statement) 

witness 

writ 

written  consent 


gages,  salaire 
salle  d'attente 
abandon,  renonciation 
pupille 

pupille  de  la  Couronne 
avertissement 
mandat  (m) 
mandat  d'arret 
mandat  d'incarceration 
arme 

ne  hors  mariage 
conge  de  fin  de  semaine 
bien-etre  (m) 

aide  sociale,  bien-etre  social 
violence  faite  aux  femmes 
testament  (m) 
omission  deliberee 

volontairement  omettre  de  se  conformer 

gain  de  cause/avoir/obtenir, 
gagner  son  proces 

retirer 
temoin 
bref  (m) 

consentement  (m)  ecrit 


y 

Youth  Worker  delegue(e)  a  la  jeunesse 
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Opening  and  Closing 
Statements  for  Court 


Ontario  Court  (Provincial  Division) 


Announcing  the  Opening  of  Court 


Ouverture  de  Vaudience 


Order.  All  rise. 


A  l'ordre.  Levez-vous. 


The  Ontario  Court  of  Justice 
(Provincial  Division)  is  now  in  session. 


L'audience  de  la  Cour  de  justice 
de  l'Ontario  (Division  provinciale)  est  maintenant 
ouverte. 


Be  seated  please. 


Veuillez  vous  rasseoir. 


Legal  Am  Announcement 

All  persons  wishing  to  apply  for  a  legal  aid  certificate,  please  present  yourself  at  room _ , 

which  is  adjacent  to  courtroom _ ,  between  the  hours  of _ and _ .  Thank  you. 

Les  personnes  qui  desirent  faire  une  demande  en  vue  d'obtenir  une  attestation  d'admissibilite  a 

l'aide  juridique  sont  prices  de  se  presenter  a  la  piece _ ,  qui  est  situee  pres  de  la  salle 

d'audience  numero _ ,  entre _ et _ .  Merci. 


Language  of  the  Accused 

An  accused  person  who  is  French-speaking  has  the  right  to  a  trial  before  a  judge  who  speaks  both 
the  English  and  French  languages.  Please  see  duty  counsel  for  more  information. 

Tout  accuse  d'expression  fran?aise  a  le  droit  d'avoir  son  proces  devant  un  juge  qui  parle  l'anglais 
et  le  fran?ais.  Priere  de  s'adresser  a  l'avocat  de  service  pour  tout  renseignement  supplementaire. 
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Proclamations  Approved  for  Use  in  Court 

The  following  pronouncements  have  been  apt-  roved  for  all  matters  in  the  Ontario 
Court  (Provincial  Division) 


Court  Opening: 

Order.  All  rise.  The  Ontario  Court  of  Justice 
(Provincial  Division)  is  now  in  session.  His/Her 
Honour  Judge  presiding.  Be  seated 

please. 

OUVERTURE  DE  L'AUDIENCE: 

X 

A  l'ordre.  Levez-vous.  L'audience  de  la  Cour 
de  justice  de  l'Ontario  (Division  provinciale) 
est  maintenant  ouverte.  Le  juge 

siege.  Veuillez  vous 

rasseoir. 

OR: 

Order.  Please  stand.  The  Ontario  Court  of 
Justice  (Provincial  Division)  is  now  in  session. 
Be  seated. 

Ou: 

X 

A  l'ordre.  Veuillez  vous  lever.  L'audience  de  la 
Cour  de  justice  de  l'Ontario  (Division 
provinciale)  est  maintenant  ouverte.  Veuillez 
vous  rasseoir. 

Closing  At  the  End  of  Sittings: 

Order.  All  rise.  This  Ontario  Court  of  Justice 
(Provincial  Division)  is  now  closed. 

Cloture  de  l'audience: 

X 

A  l'ordre.  Levez-vous.  Cette  audience  de  la 

Cour  de  justice  de  l'Ontario  (Division 
provinciale)  est  maintenant  levee. 

Closing  For  The  Day: 

The  sittings  of  this  court  are  now  concluded. 

All  persons  having  anything  further  to  do 
before  this  court  may  depart  at  this  time  and 
give  their  attendance  here  again 
morning  at  o'clock. 

Cloture  de  l'audience  pour  la 
journee:" 

Les  audiences  de  cette  cour  sont  maintenant 
terminees.  Toute  personne  ayant  encore 
quelque  chose  a  faire  devant  cette  cour  peut 
maintenant  se  retirer  et  revenir  matin  a 

heures. 

Non-Jury  Actions 

Proces  sans  jury 

Court  Opening: 

Oyez,  Oyez,  Oyez:  Anyone  having  business 
before  the  Queen's  Justice  of  the  Ontario  Court 
(General  Division)  attend 
now  and  you  shall  be  heard.  Long  live  the 
Queen. 

OUVERTURE  DE  L'AUDIENCE: 

Oyez,  Oyez,  Oyez:  Que  toute  personne  ayant 
affaire  devant  le  juge  de  sa  Majeste  de  la  Cour 
de  l'Ontario  (Division  generate)  se  presente 
maintenant,  et  elle  sera  entendue.  Vive  la 
reine. 
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Closing  Court: 

Oyez,  Oyez,  Oyez:  Anyone  having  further 
business  before  the  Queen's  Justice  of  the 

Ontario  Court  of  Justice  may  now  depart  and 
attend  here  again  morning  at 

o'clock.  Long  live  the  Queen. 

Cloture  de  l'Audience: 

Oyez,  Oyez,  Oyez:  Que  toute  personne  ayant 
une  affaire  en  cours  devant  le  juge  de  sa 

Majeste  de  la  Cour  de  l'Ontario  se  retire 
maintenant  et  se  presente  a  nouveau 

matin  a  heures. 

Vive  la  reine. 

Court  Closing  at  the  End  of  Sittings: 
Oyez,  Oyez,  Oyez:  The  sittings  of  this  court 
are  now  concluded.  Long  live  the  Queen. 

Cloture  de  l'Audience  a  la  Fin  des 
Sessions 

Oyez,  Oyez,  Oyez:  Les  sessions  de  ce  tribunal 
sont  maintenant  terminees.  Vive  la  reine. 

Oath  of  Witness: 

Please  take  the  bible  in  your  right  hand.  State 
your  full  name.  Spell  your  name. 

You  swear  that  the  evidence  to  be  given  by  you 
to  the  court,  touching  the  matters  in  question 
between  the  parties,  shall  be  the  truth,  the 
whole  truth  and  nothing  but  the  truth,  so  help 
you  God. 

Serment  du  Temoin: 

Veuillez  prendre  la  Bible  dans  votre  main 
droite.  Donnez  vos  nom  et  prenoms  et  epelez- 
les. 

Vous  jurez  que  le  temoignage  que  vous  allez 
donner  devant  ce  tribunal  relativement  aux 
questions  en  litige  entre  les  parties  est  la 
verite,  toute  la  verite  et  rien  que  la  verite,  que 
Dieu  vous  vienne  en  aide. 

Interpreter's  Oath: 

Please  take  the  bible  in  your  right  hand.  State 
your  full  name.  Spell  your  name  and  tell  us 
what  language  you  will  be  translating.  Do  you 
swear  that  you  shall  truly  interpret  the  evidence 
about  to  be  given  touching  the  matters  in 
question  between  the  parties  from  the  Q 
language  to  the  English  language  and  from  the 
English  language  to  the  0  language  according 
to  the  best  of  your  skill  and  ability.  So  help  you 
God. 

Serment  de  l'InterprLte: 

Veuillez  prendre  la  Bible  dans  votre  main 
droite.  Donnez  vos  nom  et  prenoms,  epelez- 
les  et  dites-nous  dans  quelle  langue  vous  allez 
traduire.  Jurez-vous  d'interpreter  fidelement  le 
temoignage  qui  sera  produit  sur  les  questions 
en  litige  entre  les  parties,  de  la  langue  0  a  la 
langue  anglaise  et  de  la  langue  anglaise  a  la 
langue  0,  au  mieux  de  votre  competence  et 
habilete?  Que  Dieu  vous  vienne  en  aide. 

Affirmation:  You  solemnly  affirm  that  the 
evidence  to  be  given  by  you  to  this  court 
touching  the  matters  in  question  between  the 
parties  shall  be  the  truth,  the  whole  truth  and 
nothing  but  the  truth. 

Affirmation  solennelle:  Vous  affirmez 
solennellement  que  le  temoignage  que  vous 
allez  donner  devant  ce  tribunal  relativement 
aux  questions  en  litige  entre  les  parties  est  la 
verite,  toute  la  verite  et  rien  que  la  verite. 

Exclusion  of  Witness: 

By  order  of  his/her  Honour: 

All  witnesses,  with  the  exception  of  the  parties 
to  the  action,  will  leave  this  court  and  remain  in 
the  Witness  Room  until  their  name  is  called. 

You  will  not  discuss  any  matter  concerning  the 
case  with  any  witness  or  party  who  has 
previously  testified  in  the  case. 

And,  any  witness  who  has  testified  in  the  case 

Exclusion  des  T£moins: 

Par  ordre  de  la  cour,  tous  les  temoins,  a 
l'exception  des  parties  a  cette  cause,  sont  pries 
de  quitter  la  salle  d'audience  et  d'attendre  dans 
la  salle  des  temoins  jusqu'a  ce  qu'ils  soient 
appeles. 

Vous  vous  engagez  a  ne  pas  parler  de  l'affaire 
en  cause  avec  tout  temoin  ou  partie  qui  a 
temoigne  prealablement  dans  l'affaire. 
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will  not  communicate  with  any  witness  or  party 
who  has  yet  to  testify. 

Et,  tout  temoin  qui  a  temoigne  s'engage  a  ne 
pas  communiquer  avec  un  temoin  ou  partie 
qui  doit  encore  temoigner. 

Recess: 

This  court  will  recess  for 

Suspension  d’audience: 

La  seance  est  suspendue  pour 

minutes. 

Court  will  now  resume.  Please  be  seated. 

minutes. 

La  seance  est  reprise.  Veuillez  vous  asseoir. 

Jury  Trials 

Proces  avec  jury 

May  I  send  for  the  Jury  Panel? 

Puis-je  appeler  les  membres  du  jury? 

Do  you  wish  to  address  the  Jury  Panel? 

Voulez-vous  vous  adresser  aux  membres  du 
jury? 

Members  of  the  Jury  Panel,  as  your  name  is 
called,  you  will  please  come  forward  and  take 
your  place  in  the  jury  box  in  the  order  in  which 
you  are 

Membres  du  jury,  a  l'appel  de  votre  nom, 
veuillez  vous  avancer  et  prendre  votre  place  sur 
le  banc  des jures  selon  l'ordre  dans  lequel  vous 
avez  ete  appeles. 

Mr.  or  Ms.  your  challenge. 

Mme,  M.  votre  recusation. 

if  any. 

s'il  y  a  lieu. 

Come  forward  to  swear  the  Jury. 

Veuillez  faire  preter  serment  au  jury. 

Members  of  the  Jury.  You  swear  that  you  shall 
well  and  truly  try  the  issues  joined  between  the 
parties  and  a  true  verdict  give  according  to  the 
evidence.  So  help  you  God. 

Membres  du  jury,  vous  jurez  de  trancher  de 
maniere  equitable  les  questions  en  litige  entre 
les  parties  et  de  rendre  un  verdict  exact, 
conformement  a  la  preuve,  que  Dieu  vous 
vienne  en  aide. 

Members  of  the  Jury,  as  I  call  your  name, 
please  stand  and  answer  "Sworn"  if  you  have 
been  sworn. 

Membres  du  jury,  si  vous  avez  prete  serment,  a 
l'appel  de  votre  nom,  veuillez-vous  lever  et  dire 
«sous  serment». 

Six  Jurors  have  been  sworn,  your  Honour. 

Six  jures  ont  prete  serment  votre  Honneur. 

Members  of  the  Jury  Panel,  you  may  now 
return  to  the  Juror's  lounge. 

Membres  du  jury,  vous  pouvez  maintenant 
retoumer  dans  la  salle  des  jures. 

Members  of  the  jury  may  now  retire  until 
recalled. 

Membres  du  jury,  vous  pouvez  maintenant 
vous  retirer  jusqu'a  ce  qu'on  vous  rappelle. 

Members  of  the  Jury,  as  your  name  is  called, 
please  answer  "present". 

Membres  du  jury,  a  l'appel  de  votre  nom, 
veuillez  repondre  «present». 
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You  swear  that  you  will  keep  this  jury  in  some 
private  and  convenient  place.  You  shall  not 
suffer  any  person  to  speak  to  them  or  neither 
shall  you  speak  to  them  yourselves  without 
leave  of  the  Court,  unless  it  be  to  ask  them  if 
they  are  agreed  upon  their  verdict,  so  help  you 
God. 

Vous  jurez  de  garder  les jures  dans  un  endroit 
prive  et  commode.  Toute  communication  avec 
les  jures  est  interdite,  et  vous  ne  pouvez  vous- 
meme  communiquer  avec  eux  sans 
l'autorisation  du  tribunal,  a  moins  que  ce  ne  soit 
pour  leur  demander  s'ils  ont  convenu  d'un 
verdict,  que  Dieu  vous  vienne  en  aide. 

Members  of  the  Jury,  you  will  now  retire  to 
consider  your  verdict. 

Membres  du  jury,  vous  pouvez  maintenant 
vous  retirer  pour  deliberer. 

Members  of  the  Jury,  as  your  name  is  called, 
please  answer  "present". 

Membres  du  jury,  a  l'appel  de  votre  nom, 
veuillez  repondre  «present». 

ALL  jurors  are  present,  Your  Honour. 

TOUS  les  jures  sont  presents,  Votre  Honneur. 

Members  of  the  Jury,  have  you  answered  the 
questions  asked  by  His/Her  Honour? 

Membres  du  jury,  avez-vous  repondu  aux 
questions  de  1'honorable  juge? 

Are  these  your  answers? 

Est-ce  que  ce  sont  vos  reponses? 

Members  of  the  Jury,  your  duties  in  connection 
with  this  case  are  finished.  You  may  now  retire 
and  report  to  the  Jury  lounge  tomorrow 
morning  at  9:30  a.m.  Thank  you! 

Membres  du  jury,  vous  etes  releves  de  vos 
fonctions  a  l'egard  de  l'espece.  Vous  pouvez 
maintenant  vous  retirer.  Veuillez-vous 
presenter  a  la  salle  des  jures  demain  matin  a  9h 
30.  Merci. 
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List  of  French-Speaking  Staff 


(who  can  provide  quality  French  language  services  to  the  customers) 
In  order  of  preference: 


1. 


Name 

Number 

Area  of  expertise 

2. 

Name 

Number 

Area  of  expertise 

3. 

Name 

Number 

Area  of  expertise 
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Flash  List 


Frequently  Called  Numbers  and  Commonly  Requested  Services 


Name/Service 

Tele  #/Fax  # 

Notes 

Citizens'  Inquiry 
Bureau 

Tele:  1-800-268-7095 

Fax:  (416)325-3407 

Information  &  referral 
for  prov.  gov't  programs 

Tele: 

Fax: 

Tele: 

Fax: 

Tele: 

Fax: 

Tele: 

Fax: 

Tele: 

Fax: 

Tele: 

Fax: 

Tele: 

Fax: 

Tele: 

Fax: 

Tele: 

Fax: 

Tele: 

Fax: 

Tele: 

Fax: 

Tele: 

Fax: 

Tele: 

Fax: 

Tele: 

Fax: 
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Flash  List 


French  Language  and  Multilingual  Services 


Name/Service 

Tele  #/Fax  # 

Notes 

Lawyer  Referral 
Service 

Tele:  1-800-668-8526 

Fax: 

Multilingual  referrals 

Tele: 

Fax: 

Tele: 

Fax: 

Tele: 

Fax: 

Tele: 

Fax: 

Tele: 

Fax: 

Tele: 

Fax: 

Tele: 

Fax: 

Tele: 

Fax: 

Tele: 

Fax: 

Tele: 

Fax: 

Tele: 

Fax: 

Tele: 

Fax: 

Tele: 

Fax: 

Tele: 

Fax: 

Tele: 

Fax: 
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Who  to  call  -  Some  useful  telephone  numbers 


Training 

Learning  Resources 

Staff  Training  and  Development 

•  on  staff  development  in  French 
consult  your  manager 

Workforce  Information  and  Planning 

Unit  (705)  494-3062 

•  audio  tapes  on  conversational  French 
are  available 

Media  Releases 

Advertising 

Communications  Branch 
(416)  326-5010 

Media  Relations  (OPP) 

(705)  329-6860 

•  on  news  releases,  fact  sheets  and 
other  documents  distributed  to  the 
media 

•  contact  the  French  Language 
Communication  Officer 

Communications  Branch 
(416)  235-4874 

•  on  requirements  for  French/English 
advertising 

Staffing 

Publications 

Human  Resources  Branch,  Human 
Resources  Consulting  -  Orillia 
general  inquiry 

(705)  329-6620 

•  on  staffing  procedures  for  positions 
identified  to  provide  services  in 

French 

or 

•  contact  the  human  resources 
representative  for  your  area  or 
division 

Communications  Branch 

(416)  326-5010 

•  on  publishing  requirements  and 
formatting  options  for  both  languages 

•  contact  a  Communications  officer 
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Request  for  Translation  Form 


Please  see  reverse  side  of  this  page  for  “Request  for  Translation  Form”. 
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Translation  Services  Request  Forr 


Job  no.  to  be  assigned  by  Translation  Centre.  Please 
refer  to  this  no.  for  billing  inquiries  and  related  jobs. 


Date  of  Request  (month/day/year) 


Date  Required  (month/day/year)  Time  Required 


1.  Information  about  the  Requester 


■ 


Name  of  Ministry/Agency 


Division  and  Program/Branch 


Address 


Budget  code  (must  be  provided) 


Requester  (print  name) 


Signature  authorizing  expenditure 


Contact  person  for  source  document 


Telephone  number 


Fax  number 


2.  Information  about  the  Document 


□  Draft 


□  Final 


Confidentiality  agreement  required 

(e.g.  personal  info.,  cabinet  policy  document)  □  Yes 


□  No 


Title/Description 


No.  of  Words  (must  be  provided) 

Actual  ,  . 

.  -  (or:) 

Approx. 


Work  to  be  performed 

□  Translation  □  Revision  □  Proofreading  □  Updating 


Language 

□  English  to  French 


□  French  to  English 


Reference  material  provided 
□  Yes  □  No 


Reference  number  of  related  job  (if  applicable) 


Documents  must  be  provided  by  email  or  on  diskette  for  rapid  processing 


Document  provided  by  /  on: 

□  Diskette 

□  E-mail  Software _ 

□  Hard  copy 


Formatting  required: 

WordPerfect  version  _ 

MS  Word  version  _ 

Other 

□  Format  as  original 


Additional  Instructions 


3.  Return  of  your  document 


Please  tell  us  how  we  should  return  this  document  to  you: 

□  E-mail  (address)  □  Phone  for  pick  up 

_  □  Inter-office  mail 

□  Messenger  services  (client  pays) 


□  Fax  (number) 


For  Translation  Centre  use  only 


Job  no. 


Translation 

□  Internal  □  External 


Cost 


Returned  on  (month/day/year) 


f 
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Sample  Wording  for 
Unilingual  Publications 


The  French  Language  Publications,  Advertising  and  Communications  Guidelines 
recommend  that  government  publications  be  produced  in  bilingual  back-to-back  versions. 
When  this  is  not  possible,  ana  separate  English  and  French  versions  are  produced,  a  note 
must  be  included  indicating  that  a  version  is  available  in  the  other  language.  This 
information  should  include  the  title  of  the  publication  along  with  a  contact  telephone 
number  and  address.  These  guidelines  also  apply  to  the  publication  of  unilingual 
advertisements  in  newspapers. 


Sample  for  Publications 

(To  appear  on  FRENCH  publication/newsletter/document) 

This  publication/newsletter/document  [indicate  English  name]  is  also  available  in 
English.  To  obtain  a  copy,  please  call  [indicate  telephone  number],  or  write  to: 
[indicate  address  in  English]. 

(To  appear  on  ENGLISH  publication/newsletter/document) 

Cette  publication/ce  bulletin/ce  document,  qui  porte  le  titre  de  [indicate  French 
name]  est  egalement  disponible  en  fran?ais.  Pour  obtenir  un  exemplaire, 
veuillez  composer  le  [indicate  phone  number  of  French-speaking  employee]  ou 
ecrire  a  l'adresse  suivante:  [indicate  address  in  French]. 


Sample  for  Newspaper  Advertisements 

(To  appear  on  FRENCH  advertisement) 

To  obtain  this  information  in  English,  please  call  [indicate  phone  number],  or 
write  to:  [indicate  address  in  English], 

(To  appear  on  ENGLISH  advertisement) 

Pour  obtenir  ces  renseignements  en  franfais,  veuillez  composer  le  [indicate  phone 
number  of  French-speaking  employee]  ou  ecrire  a  l'adresse  suivante:  [indicate 
address  in  French]. 
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Sample  Letter  to  Acknowledge  Receipt  of  French 

Correspondence 


French  correspondence  must  be  responded  to  in  French.  The  following  is  a  sample  letter 
to  acknowledge  receipt  of  French  correspondence  when  there  is  no  one  available  to  reply 
to  the  request  immediately.  The  French  text  is  on  the  following  page. 


(Letterhead) 
July  21,  1995 


Dear  Madam/Sir: 


We  acknowledge  receipt  of  your  letter  dated  [date]  _ regarding 

_ [subject  of  the  letter]  Your  letter  has  been  forwarded  to 

_ [name] _ who  will  reply  at  his/her  earliest  convenience. 

Thank  you  for  your  inquiry. 

Yours  truly. 


[Signature] 


[Typed  Signature] 
South-East  Region 


,  Manager 


cc:  [name  to  whom  the  letter  is  forwarded] 
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Modele  d’accuse  de  reception 


(Letterhead) 


Le  21  juillet  1995 


Madame,  Monsieur, 

Nous  accusons  reception  de  votre  lettre  du _  [date] _  au  suiet  de  [subject 

of  the  letter]  Nous  avons  transmis  votre  lettre  a  [name] _ qui  vous 

repondra  dans  les  meilleurs  delais. 

Nous  vous  remercions  d'avoir  porte  cette  question  a  notre  attention  et  vous  prions 
d'agreer,  Madame,  Monsieur,  rassurance  de  nos  sentiments  les  meilleurs. 

Le  chef  de  service 
Region  du  Sud-Est, 

[Signature] 

[Typed  Signature]_ 

c.c.  [name  to  whom  the  letter  is  forwarded] 
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Sample  Letter  to  Acknowledge  Receipt  of  Complaint  in 

French 


French  correspondence  must  be  replied  to  in  French.  The  following  is  a  sample  letter  to 
acknowledge  receipt  of  a  letter  of  complaint  that  was  received  in  French.  The  French  text 
is  on  the  following  page. 


(Letterhead) 
July  21,  1995 


Dear  Madam/Sir: 

We  acknowledge  receipt  of  your  letter  dated  [datel  about  a  complaint 
regarding  the  provision  of  French  language  services  offered  by  the  Ministry  of  the 
Attorney  General  or  Ministry  of  the  Solicitor  General  and  Correctional  Services. 

We  have  read  your  comments  which  will  form  the  subject  of  a  complete  investigation. 
We  will  notify  you  as  soon  as  the  results  of  our  investigation  become  available. 

We  regret  any  inconvenience  we  may  have  caused  you. 

Yours  truly. 


[Signature] 

[Typed  Signaiure]_ 

Manager, 

South-East  Region 

cc:  Joyce  Irvine 

Co-ordinator,  French  Language  Services 
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Modele  d'accuse  de  reception  d’une  plainte 


(Letterhead) 


Le  21  juillet  1995 


Madame,  Monsieur, 

Nous  accusons  reception  de  votre  lettre  du  [date!  au  suiet  d'une  plainte 
concemant  la  prestation  de  services  en  fran?ais  par  le  mmistere  du  Procureur  general  ou 
le  ministere  du  Solliciteur  general  et  des  Services  correctionnels. 

Nous  avons  pris  connaissance  de  vos  commentaires  qui  feront  l'objet  d'une  enquete 
complete.  Nous  vous  ecrirons  de  nouveau  des  que  nous  pourrons  vous  communiquer  les 
resultats  de  notre  enquete. 

Veuillez  agreer,  Madame,  Monsieur,  avec  toutes  nos  excuses,  l'assurance  de  nos 
sentiments  les  meilleurs. 

Le  chef  de  service 
Region  du  Sud-Est,  - 

[Signature] 

[Typed  Signature]_ 


c.c.  Joyce  Irvine 

Coordonnateur  des  services  en  fran?ais 
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Map  of  Designated  Areas 


1.  Municipality  of  Metropolitan  Toronto  (All) 

2.  Regional  Municipality  of  Hamilton- 
Wentworth,  City  of  Hamilton 

3.  Regional  Municipality  of  Niagara,  Cities  of: 
Port  Colbome  and  Welland 

4.  Regional  Municpality  of  Ottawa  Carleton  (All) 

5.  Regional  Municpality  of  Peel,  City  of 
Mississauga 

6.  Regional  Municpality  of  Sudbury  (All) 

7.  County  of  Dundas,  Township  of  Winchester 

8.  County  of  Essex,  City  of  Windsor,  Towns  of 
Belle  River  and  Tecumseh;  Townships  of: 
Anderdon,  Colchester  North,  Maidstone, 
Sandwich  South,  Sandwich  West,  Tilbury 
North,  Tilbuiy  West  and  Rochester 

9.  County  of  Glengarry  (All) 

10.  County  of  Kent,  Town  of  Tilbury,  Townships 
of  Dover  and  Tilbury  East 

1 1 .  County  of  Prescott  (All) 


12.  County  of  Renfrew,  City  of  Pembroke, 
Townships  of:  Stafford  and  Westmeath 

13.  County  of  Russell  (All) 

14.  County  of  Simcoe,  Town  of  Penetanguishene, 
Townships  of:  Tiny  and  Essa 

15.  County  of  Stormont  (All) 

16.  District  of  Algoma  (All) 

17.  District  of  Cochrane  (All) 

18.  District  of  Kenora,  Township  of  Ignace 

19.  District  of  Nipissing  (All) 

20.  District  of  Sudbury  (All) 

21.  District  of  Thunder  Bay,  Towns  of  Geraldton, 
Longlac  and  Marathon.. .Townships  of 
Manitouwadge,  Beardmore,  Nakina  &  Terrace 
Bay 

22.  District  of  Timiskaming  (All) 

23.  County  of  Middlesex,  City  of  London 
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AppendixD: 

Guideline  on  the  Proper  Use  of Dia  critics  in  French 


Background 

In  order  to  meet  the  requirements  of  the  French  Language  Services  Act,  R.S.O.  1990,  c.F.32, 
government  ministries  and  agencies  must  be  able  to  communicate  with  and  provide  their  services 
to  members  of  the  public  and  client  organizations  in  both  French  and  English  in  the  23  designated 
areas  of  the  province.  Many  of  these  services  are  provided  through  written  communications. 

The  French  language  uses  a  number  of  diacritics  such  as  the  acute  accent  (as  in  ecole),  the 
diaerisis  (as  in  noel),  and  the  cedilla  (as  in  franfais),  that  are  used  with  both  lower  and  upper  case 
characters. 

Often  these  marks  are  omitted  from  upper  case  characters.  This  can  result  in  many  difficulties,  for 
example,  a  different  meaning  for  a  word,  improper  spelling  of  a  name,  difficulty  in  matching  a 
name  to  a  record  or  a  file,  inconsistency  and  duplication. 

Purpose 

•  To  ensure  reliable  service  to  clients  who  wish  to  be  served  in  French. 

Objectives 

•  To  establish  a  uniform  and  consistent  use  of  diacritic  marks  on  upper  case 
characters  in  all  written  French  language  communications  issued  by  ministries  and 
agencies. 

•  To  assist  in  the  appropriate  planning  and  use  of  information  technology. 

•  To  guarantee  the  same  quality  of  service  to  our  French  language  customers  as 
that  which  we  give  to  our  English  language  customers. 


Application 

•  The  guideline  applies  to  all  written  communications  in  French  issued  by 
ministries  and  agencies  of  the  government  included  under  the  French  Language 
Services  Act. 

•  Written  communications  include,  among  other  things:  stationery,  forms, 
publications,  magazines,  directories,  documents  such  as  birth  certificates  or 
driver's  licences,  correspondence,  advertising,  news  releases,  speeches,  signs,  as 
well  as  local  and  interactive  databases. 

•  The  guideline  also  applies  to  all  typeset  and/or  printed  documents  under  contract 
with  outside  suppliers. 
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•  Finally,  the  guideline  applies  to  all  information  technology  applications  used  to 
provide  services  directly  or  interactively  to  members  of  the  public  and  client 
organizations;  this  includes  the  ability  to  input,  store,  manipulate,  display,  and 
print  data  in  French. 

Guideline 

•In  all  titles  and  in  texts,  French  diacritics  accents  *),  diaerisis  (")  and 
cedilla(,),  are  required  on  both  upper  and  lower  case  letters.14 

•  French  abbreviations  in  lower  and  upper  case  letters  also  take  the  diacritics 
(e.g.,  N.E.  for  Nouvelle-Ecosse).15 

•  French  logos  and  acronyms  do  not  take  diacritics  (e.g.,  ENAP  for  Ecole 
nationale  d' administration  publique).16 

Management  Board  Secretariat  Office  of  Francophone  Affairs 

Information  &  Technology  Division  Operations  &  Ministry  Services 

October  24,  1994 


Source:  Avis  34,  Office  de  la  langue  frangaise  du  Quebec  (1979) 

Source: 

Avis  270,  Office  de  la  lange  frangaise  du  Quebec  (1980) 

Section  259,  Les  accents  et  autres  signes.  Guide  du  redacteur  de  l administration  federate, 
published  by  the  Secretary  of  State  (1983). 

Source: 

Avis  270,  Office  de  la  langue  fran<;aise  du  Quebec  (1980) 

Section  53,  Regies  d'ecriture,  Guide  du  redacteur  de  V administration  federate,  published  by  the 
Secretary  of  State  (1983). 
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French  Character  Set 


Improper  use  of  diacritics  in  French  can  change  the  meaning  of  words:  e.g.  biscuits  sales 
(salted  crackers);  biscuits  sales  (dirty  crackers/cookies). 

With  some  computer  programs,  the  following  procedure  can  be  used  to  produce  French 
characters:  hold  the  Alt  or  Ctrl  key  while  depressing  the  numbers  on  the  numeric  keypad. 
For  example: 


Alt 

131 

a 

Alt 

133 

> 

a 

Alt 

136 

e 

Alt 

138 

e 

Alt 

130 

r 

e 

Alt 

137 

e 

Alt 

140 

i 

Alt 

139 

i‘ 

Alt 

147 

A 

0 

Alt 

151 

u 

Alt 

150 

A 

u 

Alt 

129 

ii 

Alt 

135 

5 

A 

A 

E 

E 

Alt  144  E 


For  these: 

Pull  down  "insert"  menu, 
choose  "character",  choose 
"multinational".  Click  on  any 
of  these  characters. 


Alt  128  Q 


French  Quotation  Marks: 

Alt  174  « 

Alt  175  » 

These  may  or  may  not  work  with  your  program.  You  can  use  the  Character  Map  in  the 
Accessories  box  in  Windows  or  check  your  manual. 


Using  a  French  Keyboard 


If  you  regularly  type  in  French,  you  can  convert  your  keyboard  to  a  French  keyboard. 
Check  the  manual  that  came  with  your  computer  for  instructions. 
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(This  side  intentionally  left  blank.) 
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Transla  tion  Ser  vices 


Directives  for  Translation  Services 

1.  Purpose 

To  describe  the  translation  services  available  through  the  OCFLS.  This  directive  includes  a 
definition  of  "translation",  the  legal  requirements,  a  description  of  how  translation  services  are 
provided,  the  procedure  to  be  followed  when  requesting  a  translation  and  the  cost. 

2.  Definition  of ’’Translation” 

Translation  means  rendering  a  document  written  in  English  into  French  (or  vice  versa).  It  does 
not  include  "simultaneous  translation",  i.e.,  oral  interpretation  from  one  language  to  another. 

Translation  in  the  OJS  is  complex  and  demanding.  In  addition  to  a  profound  knowledge  of  both 
languages,  the  translator  must  have  a  specialized  knowledge  of  legal  terminology  and  an  in-depth 
understanding  of  the  Ontario  justice  system.  Translation,  especially  of  legal  documents,  is  a 
specialized  task  which  can  only  be  performed  by  a  highly-skilled,  experienced  professional. 

3.  Legal  Requirements 

The  French  Language  Services  Act  requires  that  MAG/MSGCS  provide  French  versions  of  their 
published  documents  when  intended  for  the  public.  The  Act  also  gives  the  public  the  right  to 
correspond  in  French  with  MAG/MSGCS  and  to  receive  a  reply  in  French. 

Documents  which  are  not  intended  for  the  public  need  not  be  translated.  This  means  that  office 
memoranda,  internal  policies,  newsletters  intended  only  for  MAG/MSGCS  staff  and  instruction 
manuals  need  not  be  translated.  (Inquiries  regarding  whether  or  not  documents  should  be 
translated  should  be  referred  to  the  Co-ordinator  of  FLS.) 

When  possible,  the  Ministry  also  translates  documents  not  strictly  required  to  be  translated,  to 
support  the  MAG/MSGCS  goals  of  accessibility  and  responsiveness  in  relation  to  the  justice 
system. 

4.  Translation  provided  by  the  Office  of  the  Co-ordinator  of  French  Language  Services 
(OCFLS) 

The  Office  of  the  Co-ordinator  of  French  Language  Services  manages  and  co-ordinates 
translation  services  for  the  Ministry  of  the  Attorney  General  and  the  Ministry  of  the  Solicitor 
General  and  Correctional  Services. 

Court-related  documents  are  translated  by  court  translators  assigned  to  regional  court 
administration  offices  and  to  French  Language  Services.  When  you  require  a  translation  of  a 
court-related  document,  check  first  with  your  region’s  court  administration  office  to  see  whether 
your  regional  courts  translator  can  handle  your  request.  Otherwise  send  your  request  to  the 
OCFLS.  Translation  of  court-related  documents  is  provided  free  of  charge.  For  more 
information  about  translation  of  court-related  documents,  call  (416)  326-4316. 
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The  Office  revises  French  texts  that  have  been  prepared  elsewhere  in  the  Ministry  to  ensure  that 
appropriate  standards  are  maintained  and  consistency  of  legal  terminology  with  other  Ministry 
texts  and  legislation  is  respected.  The  Office  also  proofreads  French  documents  to  ensure  quality 
control. 

The  Office  makes  use  of  approved  freelance  translators.  In  areas  where  particular  expertise  is 
required,  such  as  legal  training  and  knowledge  of  legal  terminology,  the  Office  has  an  inventory 
of  highly  capable  freelance  translators.  All  translators  used  by  MAG  and  MSGCS  are  bound  by 
rules  of  confidentiality. 

Note:Business  cards,  letterhead  and  signs  are  translated  by  the  Management  Board  Secretariat's 
Government  Translation  Service  (GTS).  Requests  for  translation  of  this  nature  can  be  sent 
directly  to  GTS  using  form  #7540-1 170  at  the  following  address:  7th  Floor,  Ferguson  Block,  77 
Wellesley  Street  West,  Toronto  M7A  1N3.  Telephone:  (416)  327-271 1;  Fax:  (416  327-2753. 

5.  Procedure 

The  French  version  of  a  document  should  be  made  available  to  the  public  at  the  same  time  as  the 
English  version.  When  determining  the  date  to  release  a  document,  it  is  essential  to  allow 
sufficient  time  for  the  document  to  be  translated.  If  the  translation  is  urgent,  please  indicate  the 
date  you  require  it.  You  may  need  to  consult  with  the  Office  of  the  Co-ordinator  to  agree  on  a 
realistic  deadline. 

Include  any  relevant  background  texts,  studies,  statutes,  regulations,  etc.,  that  are  available  in 
French.  Such  material  reduces  time  spent  in  terminological  research  and  ensures  consistency. 

To  request  a  translation  from  the  OCFLS,  the  procedure  is  as  follows: 

Submit  two  copies  of  the  document  to  be  translated  with  a  completed  Request  for  Translation 
Services  form  to: 

Office  of  the  Co-ordinator  of  French  Language  Services 
720  Bay  Street,  5th  Floor 
Toronto,  Ontario  M5G  2KI 

Tel:  (416)  326-4054;  TTY  (416)  326-1865;  Fax:  (416)  326-4782 

If  the  document  is  sent  by  fax,  include  a  completed  copy  of  the  Request  for  Translation  Services 
form.  (See  Appendix  B  for  sample  form.) 

The  completed  job  will  be  returned  to  you  by  the  most  expeditious  method,  preferably  by  e-mail, 
via  Internet  or  on  diskette.  For  easier  processing  of  the  finished  translation,  please  provide  a 
diskette  for  any  document  you  send  to  us  or  GTS  in  hard  copy.  You  will  be  charged  for  courier 
services  for  any  material  returned  to  you  by  courier. 

6.  Cost 

OCFLS  translation  service  will  bill  clients  for  all  work  done  on  their  behalf.  For  service  requests 
handled  by  external  suppliers,  the  translation  centre  will  verify  the  supplier’s  invoice  and  transmit 
it  to  the  client  for  payment.  For  service  requests  handled  internally,  the  translation  centre  will 
journal  the  client  for  the  services  at  the  rates  currently  in  effect. 

Court-related  documents  which  must  be  translated  under  the  Courts  of  Justice  Act  are  translated 
free  of  charge.. 
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Rates 


1)  Translation  from  English  to  French,  and  French  to  English  (rates  may  vary 

according  to  translator,  subject  and  urgencies  -  generally  less  than  24  hours  notice 
during  work  week  depending  on  length  and  nature  of  document) 

. 18-28^  per  word 


Revision  . . $40-75  an  hour 

2)  Additional  Services  available: 

•  Proofreading:  printers'  galleys,  etc . $40  an  hour 

•  Formatting  of  complex  charts,  graphs,  tables,  graphics, 

columns,  etc . $40  an  hour  and  up 

•  Updating 

(texts  which  require  further  translation  subsequent  to 

changes  in  the  English  copy) . . . . . . $40-65  an  hour 

•  Diskette  provided  with  translation  (if  diskette  not  provided 

by  client) .  $5  per  diskette 

(FREE  if  diskette  provided  by  client) 


For  further  information,  please  call  (416)  326-4054  or  (416)  326-4316 


All  rates  are  subject  to  change. 
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Appendix  F: 

Guideline  for  Exemption  of  Publications  from  French 

Translation 


Background 

The  French  Languages  Services  Act,  1986,  section  5,  requires  that  services  in  French  be  available 
as  of  November  19,  1989,  from  any  head  or  central  office  of  a  government  agency  or  institution 
of  the  Legislature  and  from  any  other  office  of  those  agencies  or  institutions  which  serve  a 
geographic  area  listed  in  a  Schedule  to  the  Act. 

With  respect  to  publications,  the  government's  policy  is  that  all  government  publications  intended 
for  public  distribution,  including  magazines  and  newsletters,  should  be  made  available 
simultaneously  in  French  and  in  English. 

Under  section  8  of  the  Act,  regulations  may  be  granted  exempting  services  from  the  application  of 
the  Act.  On  September  27,  1989,  Cabinet  approved  Ontario  Regulation  540/89  which  exempts  a 
limited  range  of  government  publications  from  French  translation. 

Purpose 

This  guideline  has  been  prepared  to  assist  ministries'  staff  in  determining  which  government 
publications  may  be  exempted  from  French  translation  and  to  outline  the  requirements  for 
monitoring  and  reporting  exemptions. 

Application 

For  the  purposes  of  this  guideline,  information  recorded  solely  on  computer  software  is  not 
considered  to  be  a  publication. 

This  guideline  applies  to  the  government  agencies  to  which  the  French  Language  Services  Act 
applies.  "Government  agency"  is  defined  in  the  Act  as  follows: 

(a)  a  ministry  of  the  Government  of  Ontario,  except  that  a  psychiatric  facility,  residential  facility 
or  college  of  applied  arts  and  technology  that  is  administered  by  a  ministry  is  not  included 
unless  it  is  designated  as  a  public  service  agency  by  the  regulations;17 

(b) a  board,  commission  or  corporation,  the  majority  of  whose  members  or  directors  are 
appointed  by  the  Lieutenant  Governor  in  Council;  and 

(c)  a  non-profit  corporation  or  similar  entity  that  provides  a  service  to  the  public,  is  subsidized  in 
whole  or  in  part  by  public  money  and  is  designated  as  a  public  service  agency  by  the 
regulations. 


17 


The  regulations  referred  to  in  (a)  and  (c)  are  those  made  under  the  Act.  Information  concerning  which 
organizations  have  been  designated  as  public  service  agencies  by  the  regulations  is  available  from  the 
OFA. 
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Principles 

Two  underlying  principles  should  shape  decisions  to  exempt  publications  from  French  translation: 

(1) exemptions  should  be  reasonable  and  necessary;  and 

(2)  exemptions  should  not  reduce  an  individual's  right  to  FLS  in  a  substantive  way. 

Criteria 

Types  of  Publications 

Ontario  Regulation  540/89  exempts  from  translation  only  certain  government  publications  or 
appendices  to  government  publications  that  are  of  a  scientific,  technical,  reference,  research  or 
scholarly  nature18  and  which  fall  into  either  of  two  categories: 

I.  Publications  not  widely  distributed 

Internal  Use  Only: 

This  category  applies  to  publications  or  appendices  which,  although  they  are  not  restricted  in 
circulation  to  the  confines  of  the  government,  are  not  available  for  general  circulation  to 
members  of  the  public. 

Examples: 

•  reports  prepared  for  information-sharing  and  consultation  between  ministries  and 
central  agencies 

•  reports  prepared  for  MAG/MSGCS  use  only 

•  documents  acquired  through  the  Freedom  of  Information  and  Protection  of 
Privacy  Act  (for  clarification  see  below) 

•  administrative  and  program  manuals  used  within  MAG/MSGCS 

The  French  Language  Services  Act  does  not  require  the  translation  of  a  record  in  response  to 
a  request  covered  by  the  Freedom  of  Information  and  Protection  of  Privacy  Act.  However,  it 
does  require  that  any  communications  with  the  requester,  including  letters  and  notifications, 
be  made  in  the  language  of  the  request  (French  or  English). 

The  process  for  internal  documents  is  consistent  with  the  government’s  policy  that  the 
language  of  administration  in  the  OPS  in  English. 

Specialized  Audience: 

Publications  which  fall  into  this  category  are  those  which  are  intended  for  a  specialized 
audience,  cover  a  topic  which  does  not  have  a  broad  public  appeal,  or  unlikely  to  have  a  wide 
readership.  Examples  of  such  publications  are: 

•  academic  papers 

•  commissioned  reports  on  technical  questions 


These  basic  terms  are  to  be  interpreted  as  they  are  commonly  used.  In  lieu  of  definitions  of  these  terms, 
explanations  and  specific  examples  have  been  included  in  the  guideline  to  help  the  reader. 
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•  technological  development  updates 

•  evaluations  of  government  programs 

•  literature  reviews  in  specialized  areas  of  research 

•  technical  and  reference  documents  appended  to  Royal  Commission,  special 
committee  or  task  force  reports. 

For  these  types  of  documents,  a  sentence  in  French  which  explains  that  the  publication  is  only 
available  in  English  must  appear  on  the  inside  front  cover  or  the  first  page  of  all  exempted 
publications: 

Example:  “ Cette  publication  technique  n  ’existe  qu  ’en  anglais 

2.  Publications  consulted  with  assistance 

Members  of  the  public  will  sometimes  visit  MAG/MSGCS  offices  to  view  detailed  studies  on 
a  particular  project.  These  publications  are  usually  large  and  technical,  and  written  in  English. 
Under  these  circumstances,  assistance  from  French-speaking  MAG/MSGCS  staff  is  required 
to  interpret  the  information.  These  documents  also  do  not  have  to  be  translated.  Examples  of 
such  publications  are: 

•  government  reports  or  evidence  prepared  for  public  hearings  before  certain 
tribunals 

•  data  inventories 

•  extensive  surveys  of  field  work  and  other  activities 

•  comprehensive  indexes  to  reports,  surveys,  analyses 

Normally,  a  lay  member  of  the  public  would  be  "helped  through"  such  material  by  public 
servants  if  he  or  she  telephoned  or  attended  at  a  government  office  to  seek  information. 

Approval  of  exemption  must  be  received  before  publication  can  proceed.  For  publications 
consulted  with  assistance,  a  sentence  should  be  added  indicating  that  assistance  in  French  is 
available  from  the  MAG/MSGCS  office  involved: 

Example:  “ Pour  obtenir  des  renseignements  en  frangais  sur  cette  publication,  s  'adresser  au 
[insert  name  of  branch,  address  and  telephone  number].” 

Request  for  Proposals  and  tenders  are  also  exempted  from  translation.  However,  Notices  of 
Tenders  aimed  at  designated  areas  should  appear  simultaneously  in  English  and  French 
language  print  media.  If  there  is  no  French  language  media  available  in  the  designated  area, 
ads  should  be  placed  in  English  in  the  English  language  media  with  a  sentence  in  French 
indicating  where  information  may  be  obtained: 

Example:  “ Pour  obtenir  des  renseignements  en  frangais,  communiquer  avec  [  name]  au 
[phone  number].” 

Note:  Since  ministries  must  be  prepared  to  respond  to  public  inquiries  in  both  English  and 
French,  there  must  be  public  servants  available  to  provide  the  necessary  interpretative 
assistance  in  both  languages. 
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Monitoring 

Each  ministry  will  compile  a  list  of  exempted  publications  by  November  19,  1989,  and  will  update 
the  list  every  four  months.  (Please  refer  to  the  next  section  on  "Responsibilities"  for  further  details 
about  monitoring  and  reporting.)  A  report  on  all  publications  exempted  during  each  calendar  year 
will  be  submitted  to  the  OFA  by  December  3 1st  of  that  year. 

Responsibilities 

Deputy  Heads  are  responsible  for: 

•  reporting  to  the  OFA  annually  concerning  publications  exempted  from  French  translation. 
The  report  is  to  include: 

•  name  of  publication 

•  ministry  or  agency  responsible  for  the  publication 

•  type  of  publication  (scientific,  technical,  reference,  research  or  scholarly,  or  a  combination 
of  these) 

•  category  of  exemption 

(1)  publications  not  widely  distributed 

(2)  publications  consulted  with  assistance 

(3)  both  of  the  above 

•  specific  reasons  for  exemption  if  further  clarification  is  required  (brief  explanation) 

The  OFA  is  responsible  for: 

•  receiving  each  ministry's  annual  report  and  providing  a  summary  report  to  Management 
Board  Secretariat  (MBS);  and 

•  consulting  with  MBS  and  the  Co-ordinators  of  FLS  with  respect  to  monitoring  the 
application  of  this  guideline. 

Co-ordinators  of  FLS  are  responsible  for: 

•  maintaining  and  updating  lists  of  exempt  publications; 

•  co-ordinating  preparation  of  the  annual  report  to  the  OFA;  and 

•  serving  as  the  liaison  with  the  OFA  and  with  MBS  for  all  matters  related  to  exemptions. 
MBS  is  responsible  for: 

•  providing  advice  and  assistance  to  ministries  in  applying  the  regulation; 

•  reviewing  the  guideline  and  making  any  necessary  adjustments  and  amendments;  and 

•  receiving  the  annual  report  from  the  Office  of  Francophone  Affairs. 


196  Ontario  Justice  System  "At  Your  Service". ..In  English  &  French 


Appendix  G: 
How  Do  I. . . 


Contents 


How  do  I . . . 

Explain  why  we  offer  French  Language  Services? . 198 

Answer  a  Public  Telephone? . 198 

Reply  to  French  correspondence? . 198 

Organize  a  Trial  in  French? . 199 

Designate/Identify  a  Position? . 199 

De-Designate/ Abolish  a  Designated  Position? . 199 

Arrange  to  Evaluate  My  French  Language  Skills? . 200 

Arrange  to  Evaluate  Applicants'  French  Language  Skills? . . . 200 

Enrol  in  French  Language  Training? . 200 

Maintain  my  French  Language  Skills? . 201 

Provide  French  Language  Services  at  Public  Meetings? . 201 

Provide  French  Language  Services  at  Private  Meetings? . 201 

Arrange  for  the  Translation  of  Documents,  Signs,  etc.? . 202 

Arrange  to  Translate  Business  Cards  and  Job  Advertisements? . 202 

Arrange  to  Translate  Court-Related  Documents? . 202 


"At  Your  Service  "...In  English  &  French  Ontario  Justice  System  197 


m 

m 

■ 

* 

■ 

■ 

i 

i 

i 

v 

i 

i 

i 

j 


Appendix  G 

How  do  I . . . 

Explain  Why  We  Offer  French  Language  Services 


French  is  an  historic  and  honoured  language  in  Ontario  and  recognized  by  the  Constitution  as  an 
official  language  in  Canada.  In  Ontario,  French  is  an  official  language  of  the  courts  and  in 
education.  The  Ontario  Government  recognizes  the  contribution  of  the  cultural  heritage  of  the 
French-speaking  population  and  wishes  to  preserve  it  for  future  generations.  The  Ontario 
Government  has  been  offering  services  in  French  to  the  public  since  the  1960s. 

1.  The  laws  of  Ontario  give  French-speaking  persons 

•  the  right  to  address  the  court  directly  in  French  throughout  a  trial  and  court 
proceedings;  and 

•  the  right  to  receive  government  services  in  French  from  all  head  offices  and  in 
government  offices  in  or  serving  23  designated  areas  of  the  province. 

2.  The  Criminal  Code  of  Canada  ensures  that  either  official  language  can  be  used  in  any  criminal 
matter. 


How  do  I . . . 

Answer  a  Public  Telephone? 

1.  Answer  in  English  and  French: 

"Good  morning!  Ministry  of  the  Attorney  General  [or  branch  name]  Bonjour!" 
or  "Good  morning!  Ministry  of  the  Solicitor  General  and  Correctional  Services  [or  branch 
name]  Bonjour!" 

2.  Provide  access  to  services  in  French  and  English  when  an  automated  telephone  service  is 

used. 

3.  Ensure  that  a  bilingual  employee  is  available  at  all  times  to  provide  services  for  French- 

speaking  customers. 


How  do  I . . . 

Reply  to  French  Correspondence? 

1.  Reply  to  all  French  correspondence  in  French  (see  Appendix  B). 

2.  Communicate  in  French  with  all  francophone  individuals  and  community  organizations 

(ACFO,  AJEFO,  AEFO). 

3.  Write  all  the  information  in  the  correspondence  in  French,  including  the  date,  address, 

salutation  (including  title),  and  title  of  person  signing  the  letter  in  French. 
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Organize  a  Trial  in  French? 

1.  Visibly  differentiate  the  file  from  others;  for  example,  use  a  coloured  file  or  special  tab. 

2.  Gather  human  resources: 

•  a  French-speaking  judge 

•  a  French-speaking  Crown  Attomey/Provincial  Offences  Prosecutor 

•  a  French-speaking  Court  Clerk,  Court  Reporter/Monitor,  Interpreter. 

3.  Book  a  court  room. 

4  Confirm  a  trial  date  with  the  Judge,  Crown  and  Defence  Counsel. 

5.  Contact  Defence  Counsel  to  determine  if  an  interpreter  is  necessary  for  witnesses. 


How  do  I . . . 

Designate/Identify  a  Position? 

1.  Managers  designate  positions  to  ensure  that  services  provided  in  French  to  the  public  are 

equal  to  those  provided  in  English.  They  also  determine  the  level  of  French  language  skills 
required  to  fill  those  positions. 

2.  Managers  determine  what  resources  exist  in  their  area  and  either  designate  or  identify 

positions  that  require  French  language  skills.  A  position  can  be  designated  if  it  is  vacant  or 
filled  by  a  person  with  the  required  French  language  skills.  The  position  can  only  be 
identified  if  the  person  currently  in  the  position  does  not  have  the  required  French  language 
skills. 

3.  Managers  complete  the  required  form,  Request  for  Change  to  Identified  or  Designated 

Position  (see  Manager's  Guide),  to  inform  the  OCFLS  that  they  have  identified,  designated 
or  filled  the  position  (FLS  Tracking  System). 

4.  For  assistance,  call  the  Co-ordinator  of  FLS  (416)  326-4056  or  the  French  Language 

Training  and  Evaluation  Consultant  (416)  326-4052;  TTY  (416)  326-1865. 

How  do  I . . . 

De-designate/Abolish  a  Designated  Position? 

1.  Managers  must  inform  OCFLS  before  proceeding  to  de-designate  or  abolish  a  designated 

position,  in  accordance  with  Government  policy  and  the  procedures  established  by  the  OF  A. 

2.  Managers  must  submit  the  completed  form,  Request  for  Change  to  Identified  or  Designated 

Position  (see  Manager's  Guide)  to  inform  OCFLS.  The  Co-ordinator  of  FLS  will  then  seek 
the  consent  of  the  Deputy  Minister. 

3.  The  Deputy  Minister  must  approve  the  request,  as  outlined  in  the  Human  Resources  Manual. 
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4.  The  OFA  must  be  informed  of  the  Ministry's  intention  and  rationale  30  days  before  the  change 
takes  effect. 


How  do  I . . . 

Arrange  to  Evaluate  My  French  Language  Skills? 


1 .  Contact  the  French  Language  Training  and  Evaluation  Consultant  at  the  Ministry  of  the 

Attorney  General,  Office  of  the  Co-ordinator  of  FLS  at  (416)  326-4052;  TTY:  (416)  326- 
1865. 

2.  The  Consultant  will  indicate  to  you  who  will  administer  the  evaluation  test  and  will  give  you 

the  evaluator’s  name  and  telephone  number. 

3.  You  or  your  manager  must  fill  out  an  evaluation  form  which  will  be  faxed  to  you  by  the 

evaluator.  Retume  the  completed  evaluation  form  signed  by  your  manager  to  the  evaluator 
who  will  forward  the  test  results  to  you  or  your  manager. 


How  do  I . . . 

Arrange  to  Evaluate  an  Applicant's  French  Language  Skills? 

1 .  Contact  the  French  Language  Training  and  Evaluation  Consultant  at  the  Ministry  of  the 

Attorney  General,  Office  of  the  Co-ordinator  ofFLS  at  (416)  326-4052;  TTY:  (416)  326- 
1865. 

2.  The  Consultant  will  indicate  to  you  who  will  administer  the  evaluation  test  and  will  give  you 

the  evaluator’s  name  and  telephone  number. 

3.  Complete  and  return  to  the  evaluator  the  form  which  will  be  faxed  to  you  . 

4.  The  evaluator  will  inform  the  manager  in  writing  of  the  results 

How  do  I . . . 

Enrol  in  French  Language  Training? 

1.  During  your  performance  review,  discuss  the  issue  of  French  language  training  with  your 

supervisor  or  manager.  Set  goals  that  include  French  language  training  or  learning 
opportunities  in  French. 

2.  Call  OCFLS  for  advice  on  what  type  of  training  is  available  or  to  evaluate  your  current  French 

language  skills  so  that  you  select  the  appropriate  training. 
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3.  Your  manager  must  approve  the  request  because  the  financing  comes  out  of  the  training 

budget.  There  is-no  centralized  fund  for  French  language  training  or  learning  opportunities 
in  French. 

How  do  I . . . 

Maintain  My  French  Language  Skills? 

1.  Maximize  your  exposure  to,  and  use  of,  the  French  language  in  your  work,  study,  travel, 

leisure  and  social  activities,  both  formally  and  informally. 

2.  Some  informal  ways  to  maintain  your  French  language  skills  include: 

•  Listen  to  French  language  radio  stations 

•  Watch  French  television  programs 

•  Read  French  newspapers  and  magazines 

•  Correspond  with  a  French-speaking  person  in  French 

•  Communicate  with  friends  and  co-workers  in  French 

•  Borrow  French  materials  from  the  OCFLS  Resource  Centre 

•  Attend  French  films  or  theatre 

•  Travel  to  a  French-speaking  region  or  country 

3.  Some  formal  ways  to  maintain  your  French  language  skills  include: 

•  Take  a  French  language  class 

•  Take  a  class  that  is  offered  in  French 

•  Study  in  French  at  a  University  or  College  in  Canada  or  abroad 


How  do  I . . . 

Provide  French  Language  Service  at  Public  Meetings? 

1.  Deliver  the  presentation  equally  in  French  as  in  English  in  designated  areas  or  areas  serving 

designated  areas. 

2.  Ensure  that  business  cards,  name  badges  and  all  materials  distributed  at  the  meetings  are 

available  in  English  and  in  French. 


How  do  I _ 

Provide  French  Language  Services  at  Private  Meetings? 

1 .  Provide  FLS  only  if  requested  for  private  meetings. 

2.  Assume  that  FLS  are  not  required  for  a  private  meeting  unless  otherwise  informed. 
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How  do  I . . . 

Arrange  for  Translation  of  OJS  Documents,  Signs,  etc.? 

1.  Complete  a  "Request  for  Translation"  form  (Form  #FT001 1),  available  from  the  OCFLS. 

2.  Mail  or  fax  the  form  to  OCFLS,  along  with  2  copies  of  the  document  to  be  translated  (plus 

diskette,  if  available). 

3.  Send  a  blank  diskette  if  you  would  like  the  translated  version  returned  on  diskette. 

4.  Have  someone  competent  in  both  English  and  French  proofread  the  sign  or  document.  This 

will  avoid  costly  errors  and  embarrassment  to  the  OJS. 

5.  If  you  require  consultation  or  have  any  further  questions,  please  call  the  OCFLS  at  (416)  326- 

4054;  TTY  (416)  326-1865. 

How  do  I _ 

Arrange  to  Translate  Business  Cards  and  Job  Advertisements? 

1.  Complete  a  "Request  for  Translation"  form  (Form  #7540-1170),  available  from  MBS 

Government  Translation  Services  (GTS)  by  calling  (416)  327-2711. 

2.  Return  the  form  to  MBS  along  with  2  copies  of  the  material  to  be  translated  (plus  diskette,  if 

available).  Send  to  7th  Floor,  Ferguson  Block,  77  Wellesley  Street  West,  Toronto  ON 
M7A  1N3;  or  Fax  to  (416)  327-2753. 

How  do  I . . . 

Arrange  to  Translate  Court-Related  Documents? 

(Small  Claims  Court,  Ontario  Court  Provincial  Division,  Unified  Family  Court,  etc.) 

1.  Send  a  copy  of  the  document  to  be  translated  to  the  translator  assigned  to  your  regional  court 

administration  office  or  to  OCFLS,  720  Bay  Street,  5th  Floor,  Toronto  ON  M5G  2K1;  or 
fax  to  (416)326-4782. 

2.  If  you  have  any  questions,  call  OCFLS  at  (416)  326-4316  or  (416)  326-4054. 
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Appendix  H: 

Description  of  French  Langua  ge 
Skill  Levels 

for  Designated  Positions 


This  information  assists  ministries  and  agencies  in  establishing  the  language  requirements  of 
designated  positions.  The  types  of  skills  (oral  and  written)  and  the  level  of  ability  vary  from 
position  to  position.  For  example,  the  amount  of  interaction  with  the  public  influences  the 
decision  to  place  the  position  at  a  certain  skill  level.  The  type  of  language  skills  and  the  level  of 
ability  assigned  to  each  position  ensures  that  the  duties  of  the  position  are  efficiently  performed  in 
French. 


Types  of  Skills  and  Ability  Levels 


The  linguistic  profile  presented  here  contains  two  types  of  skills;  oral  and  written  skills.  For  each 
of  these  two  types  of  skills,  there  are  four  levels  of  ability:  A-elementary;  B-intermediate; 
C-advanced;  and  D-superior. 


Oral  Skills 

Elementary  level:  The  person  has  no  autonomy  of  expression.  The  ability  to  speak  is  limited  to 
some  memorized  material  on  familiar  topics  related  to  work.  The  person  uses  isolated  words, 
expressions  of  two  or  three  words,  and  expresses  simple,  unconnected  sentences.  The  range  of 
vocabulary  is  limited  and  the  delivery  is  slow  and  awkward.  The  person  can  handle  greetings, 
leave-taking  and  other  expressions  of  courtesy.  The  limited  vocabulary,  frequent  errors  and  slow 
delivery  severely  inhibit  communication. 

Intermediate  level:  The  person  possesses  some  ability  to  work  in  French.  He  or  she  shows  some 
spontaneity  in  language  production  but  the  fluency  is  uneven,  resulting  in  halting  speech.  The 
person  can  participate  in  simple  conversations  on  a  one-to-one  basis.  The  vocabulary  is  limited  to 
that  used  in  simple,  non-technical,  daily  conversation;  making  and  answering  requests  for 
information  or  directions;  giving  simple  instructions;  and  discussing  simple  needs.  Someone 
speaking  to  this  person  may  have  to  talk  slowly  and  repeat  if  he  or  she  wants  to  be  understood. 

Advanced  level:  The  person  has  the  ability  to  participate  in  conversations  and  satisfy  many  work 
requirements.  He  or  she  can  discuss  work-related  and  other  government-related  matters  with 
some  ease,  expressing  opinions  and  offering  views.  The  person  takes  part  in  a  variety  of  oral 
exchanges  and  participates  in  meetings  and  discussion  groups,  but  may  need  help  handling 
complications  and  difficulties.  The  person  is  generally  good  in  either  grammar  or  vocabulary,  but 
not  in  both. 
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Superior  level:  The  person  can  speak  the  language  with  sufficient  structural  accuracy  and 
vocabulary  to  participate  effectively  in  most  formal  and  informal  conversations  on  practical,  social 
and  professional  topics.  He  or  she  can  give  oral  presentations  in  both  formal  and  informal  settings. 
The  person  has  mastered  some  idioms  and  specific  vocabulary  relevant  to  a  variety  of  contexts. 

Written  Skills 

Elementary  level:  The  person  can  write  a  few  words  or  maybe  sentences  on  topics  related  to 
work,  but  may  need  the  help  of  a  dictionary.  Using  a  standard  format,  he  or  she  can  fill  in  forms 
and  give  general  information  such  as  time  and  location  of  meetings  and  notices  of  cancellation. 

The  vocabulary  is  limited  to  daily  use  with  no  mastery  of  idiomatic  expressions.  The  person  has 
no  practical  communicative  writing  skills  and  cannot  produce  French  text. 

Intermediate  level:  The  person  can  write  words  and  simple  sentences.  He  or  she  can  make  and 
answer  simple  requests  for  information.  Vocabulary  is  limited  to  that  of  daily  general  use.  The 
person  often  experiences  problems  with  grammar  and  spelling.  He  or  she  can  meet  some  practical 
elementary  writing  needs  but  cannot  produce  acceptable  French  text. 

Advanced  level:  The  person  can  use  a  variety  of  sentence  types  to  express  general  ideas  and 
opinions  on  non-specialized  topics.  He  or  she  can  write  simple  letters  and  reports  required  in  the 
position.  Although  still  hesitant,  the  person  experiences  few  problems  with  either  grammar  or 
spelling.  The  writing  may  resemble  literal  translations  but  a  sense  of  organization  is  emerging  as  is 
some  sense  of  stylistically  and  grammatically  correct  French. 

Superior  level:  The  person  can  effectively  express  formal  and  informal  writing  on  practical,  social 
and  professional  topics.  He  or  she  recognizes  awkwardness  in  sentence  structure  and  paragraphs. 
Errors  in  grammar  and  spelling  are  minor  and  infrequent. 

In  Practical  Terms  . . . 

The  lower  two  skill  levels,  elementary  and  intermediate,  are  considered  non-functional  in  terms  of 
the  French  language  requirements  for  designated  positions.  The  employee  who  possesses  only 
these  skills  cannot  perform  the  duties  of  a  position  that  requires  French  language  capability.  The 
next  two  levels,  advanced  and  superior,  are  functional.  Employees  who  possess  these  skill  levels 
can  meet  most  of  the  requirements  of  positions  requiring  French  language  capability.  Some 
positions  may  require  the  superior  level  -  for  example,  where  the  employee  has  the  responsibility 
to  finalize  French  text  in  correspondence  or  reports. 
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abolish  a  designated  position,  196 
aboriginal  peoples,  7,  73,  75 
abuse  from  customers, 

See  also  upset  customers, 
academic  papers, 
accents,  French, 

Access  Ontario,  120-121 
accusatory  question, 
acronyms, 
active  listening, 
administrative  tribunals, 
advertising,  advertisements, 
agencies, 

agencies,  French  translations,  136 
AJEFO,  121 
alternate  formats, 

definition  of, 
anger, 

See  also  upset  customers, 
annual  reports, 
answering  calls, 
answering  machine, 
appeals, 

Appendix  A,  125 
Appendix  B, 

Appendix  C, 

Appendix  D, 

Appendix  E, 

Appendix  F, 


Appendix  G, 

areas  which  service  designated  areas, 
assistance  avocate,  122 
Association  des  juristes  d'expression 
fran9aise  de  l'Ontario,  121 
AT&T  Over-the-phone 
Interpretation,  121 
attitudes,  47,  71,  76,  91 
attorney,  bilingual,  15 
audiovisual  materials,  8,  113 
automated  telephone  systems,  97 


b 


backup  staff,  17 

badges, 

bias, 

bibliography, 
bilingual 
definition  of, 
clerk/reporter, 

Bilingual 
counsel, 
court  staff, 

Crown  attorney, 
customer  service, 
greetings,  87,  126,  127 
hearings, 

judge,  14,  19,  30,  107,  167 
prosecutor, 

See  bilingual  customer 
service. 

referral  service,  122 
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signs,  requirement  for, 

See  also  signs, 
staff,  flash  list,  173 

See  also  designated  positions, 
telephone  greetings, 
trials, 

See  also  Proclamations  used 
in  court. 

Bilingual  Visual  Identity, 

Blue  Pages,  121 

Boards,  French  translation  of,  135 
both  official  languages,  definition  of, 
brochures, 
business  cards, 


C 


CanTalk,  122 

characters,  French  keyboard, 
Citizens'  Inquiry  Bureau, 
civil  proceedings, 

classified  and  unclassified  positions, 
clerk/court  reporter, 
closed  questions, 

Co-ordinator  of  French  Language 
Services, 

See  Office  of  the  Co-ordinator  of 
French  Language  Services. 

collect  calls, 
commissioned  reports, 

Commissions,  French  translation  of, 
135 

common  court  terms,  translation  of, 
137-166 

commonly  requested  services,  Flash 
list, 

communication 


definition  of, 
effective  oral, 
non-discriminatory, 
oral, 

received  in  French, 

See  reply  in  French  to  French 
correspondence. 

written, 

communications  gap, 
complaints, 
confidentiality, 
confirmation  bias, 
conflict  resolution,  89,  90 
correspondence,  sample  replies  in 
English,  179,  181 
French,  180,  182 
counsel,  bilingual 
counter  greetings,  bilingual 
counter  service, 
court  decisions, 
court  forms, 

Court  Interpretation  and  Translation 
Services, 

court  openings  and  closing 
statements,  (English  and  French) 
168-169 

court  proclamations, 
court-related  documents, 
court  reporter, 
court  staff,  bilingual. 

See  also  bilingual  staff  and 
designated  positions. 

court  terms,  French  translations, 
137-166 

Courts  of  Justice  Act 
Cousineau  Report, 

Criminal  Code,  13,  16,  48,  143 
criminal  trials,  13,  167,  170 
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Crown  attorney,  bilingual,  14,  30, 
143,  196 

cultural,  linguistic  differences,  72,  81 
cultural  diversity, 
cultural  sensitivity, 
customer  service, 

See  also  bilingual  customer  service, 
customer  service  in  both  official 
languages, 

See  bilingual  customer  service, 
customers'  expectations, 
customer's  language  of  choice, 
customers, 
customers'  needs, 


d 


date  and  time  in  French,  131-133 
date,  French  translations,  131-133 
day,  French  translations,  131-133 
de-designate/abolish  a  designated 
position,  183 
delivery  gap,  35 
Deputy  Minister, 
design  gap, 

designate/identify  a  position, 

See  also  designated  positions, 
designated  areas  map,  183 
designated  positions, 
language  requirements  of 
diacritics  in  French,  184 
Dial-a-Law,  122 
difficult  questions, 
directive  questions, 

Directories, 
directory  listings, 
discrimination  and  harassment, 

"At  Your  Service". ..In 


displays, 
diverse  cultures, 


e 


e-mail, 

effective  listening, 

envelopes, 

equipment, 

evaluation  of  an  employee's  French 
language  skills, 

Exclusion  of  Witness,  169 
exempted  publications, 
exhibits, 

explain  French  language  services, 
explosive  situations, 

See  also  upset  customers, 
external  customers, 


f 


factums, 

false  ground  question, 
fax  transmittal  sheets, 
feelings, 

feminine  form  (French), 

Flash  Lists, 

focusing, 

forms, 

franco-Ontarians, 
francophone  community. 

Freedom  of  Information  and 
Protection  of  Privacy  Act, 

French  accents, 
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French  characters  on  the  keyboard, 
186 

French  correspondence,  reply  to, 
French  diacritics,  guidelines, 

French  keyboard, 

French  Language  Resources,  122 
French  language  services 
explanation  of,  12,  195 
history  of,  12 

French  Language  Services  Act, 

French  Language  Services  Resource 
Kit,  49 

French  language  skills, 

French  Language  Training  and 
Evaluation  Consultant, 

French  requests, 

See  also  reply  in  French  to  French 
correspondence  and  French 
language  services,  right  to  receive. 

French-speaking  staff, 

See  bilingual  staff. 

Flash  list,  173 
French 

time  and  date  in,  128,  129,  130, 

131 

French  trials, 
organize, 

French,  using  feminine  and 
masculine 

form, 

frequently  called  numbers,  Flash  List, 
174 

frustrated  customers, 

See  upset  customers, 
fiinneling 


§ 


gender-neutral  and  inclusive 
language, 

Government  Telephone  Directory, 
Government  Telephone  Policies, 
Government  Translation  Service, 
greetings,  translation  of,  87,  126,  127 


h 


handouts, 
handwritten  signs, 
harassment  and  discrimination, 
hostility, 

See  upset  customers, 

How  do  I .  .  .? 
human  resources, 

See  also  job  advertisements  and 
bilingual  staff. 

hypothetical  questions, 


1 


identification  badges, 
identified  positions, 
inclusive  language, 
information  kits, 
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internal  customers, 
internal  directories,  122 
Interpreter's  Oath,  169 
invitation  notices, 


J 


job  advertisements, 

judge,  French-speaking,  19,  30,  107, 
167,  196 

Jury  trial  statements,  170-171 


k 


keyboard,  French,  186 
KWIC  Index,  120 


1 


language 
of  accused,  167 
of  government  administration, 
of  integration, 
requirements  of  designated 
positions, 

See  also  designated  positions. 

plain, 

Lawyer  Referral  Service,  122 
learning  opportunities  in  French, 
Legal  Aid,  123 

Legal  Aid  Announcement,  167 


legal  clinics, 

legal  interpretations  and  advice, 
letters,  French  translations, 
linguistic  evaluation, 
linguistic  skills, 
lists 

of  commonly  requested  services, 
of  French-speaking  or  bilingual 
staff, 

of  frequently  called  numbers, 
listening 
active, 
effective, 
objective, 
selective, 


III 


magazines, 

Management  Board  of  Cabinet, 
map  of  designated  areas,  183 
masculine  form  (French), 
media, 
meetings 
private,  198 
public,  198 
messages,  non-verbal, 

Ministry 

documents, 

initiatives, 

of  the  Attorney  General,  134 
ministries,  French  translations,  134 
mistakes,  taking  responsibility  for, 
months,  French  translations  of, 
multicultural 
diversity, 
services, 


"At  Your  Service". ..In  English  &  French  Ontario  Justice  System  211 


Index 


multilingual  services,  Flash  list,  175 
multiple  questions, 


n 


negative  feelings, 

See  also  upset  customers, 
news  releases, 

See  also  media, 
newsletters, 

non-designated  areas  serving 
a  designated  area, 
non-discriminatory  communication, 

non-jury  actions  (statements),  168- 
169 

non-verbal  messages, 


O 


Oath  of  Witness,  169 
objective  listening, 
office  equipment, 

Office  of  Francophone  Affairs, 
Office  of  the  Co-ordinator  of 
French  Language  Services, 
official  languages 
definition  of, 
of  the  courts, 
of  the  customer's  choice, 
reasons  for, 


Ontario  Court  (Provincial  Division), 
opening  and  closing  statements, 
167-168 

Ontario  Government  Telephone 
Directory, 

Ontario  Government  Telephone 
Policies, 

Ontario  Legal  Aid  Plan  (OLAP),  123 
open  questions, 

opening  and  closing  statements 
for  court,  167 

OPS  Customer  Service  Task  Force, 
oral  communication, 
oral  complaints, 

See  also  complaints, 
organize  a  trial  in  French, 
organizing  your  explanation, 
over-the-counter 
greetings,  French  translations, 
service, 

over-the-telephone 
greetings,  French  translations, 
interpretation  services, 
service, 


P 


pamphlets, 
personal  information, 
persons  with  disabilities, 
plain  language, 
examples  of, 
pleadings, 
posters,  8,  113 
practice  directives, 
presentations  in  French, 
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pretrial  conferences, 
private  meetings, 
proactive  services, 
problems  with  customers, 

See  also  upset  clients. 
Proclamations  used  in  court,  168 
professional  development  in  French, 
promotional  materials, 
prosecutor,  bilingual, 

Provincial  Offences  Act, 
Publications  Ontario,  120 
publications, 
exempted  from  French 
translations, 
guidelines, 
unilingual, 

public  information  materials, 
public  meetings, 


q 


quality  customer  service, 
questioning  process, 
questionnaires, 
questions, 
accusatory, 
closed, 
difficult, 
directive, 
false  ground, 
hypothetical, 
multiple, 
open, 
reflective, 
vague, 

Quizzes, 


r 


racial  minorities,  73,  75 
Recess  statements,  170 
Reference  Canada,  123 
reference  materials, 
reflective  questions, 
regulations, 

Renseignements  Canada,  123 
replay  in  French  to  French, 
correspondence, 
requirement, 
samples, 
reporter,  court, 
reports, 

Request  for  Translation  Form, 
research  and  technical  documents, 
resolving  conflict, 
responding, 
to  customer, 
to  French  request, 
resources, 

right  to  correspond  in  French, 
right  to  receive  services  in  French, 


S 


sample  forms, 

sample  letter  to  acknowledge  receipt 
of 

French  correspondence,  179-180 

sample  letter  to  acknowledge  receipt 
of 
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complaint  in  French,  181-182 
sample  wording  for  unilingual 
publications,  178 
scenarios, 
screening  calls, 
selective  listening, 

separate  English  and  French  versions, 
service  delivery  process, 
service  quality, 
service  quality  gaps, 
service  standards, 
services  in  both  official  languages, 
requirement, 
services 

over-the-counter 

over-the-telephone, 

signs, 

temporary 

skills,  French  language, 
speeches, 

staff,  bilingual  or  French-speaking, 
See  bilingual  staff, 

See  also  designated  positions, 
statements  for  court,  167 
stationery, 
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MEMORANDUM  TO:  Gina  Cullen 

Manager,  Law  Library 

Legal  Services  and  Victims  Support 


FROM:  Joyce  Irvine 

DATE:  August  14, 1998 


SUBJECT: 


Customer  Service  Guide 


I  am  pleased  to  send  you  a  copy  of  our  new  Guide  to  Providing  Bilingual  Customer  Service  in  the 
Ontario  Justice  System:  “At  Your  Service...  In  English  &  French”. 

The  justice  ministries  serve  a  diversity  of  customers,  many  of  whom  do  not  choose  our  services 
voluntarily.  Nevertheless,  our  customers  want  services  that  are  timely  and  responsive  to  their 
needs,  accessible,  dependable,  courteous,  empathetic,  and  respectful  of  their  rights  and  dignity. 

The  guide  provides  both  front-line  staff  and  managers  and  supervisors  in  the  justice  ministries 
with  practical  suggestions  for  delivering  services  in  both  English  and  French.  It  is  thus  a  useful 
tool  in  implementing  the  government’s  service  quality  initiative. 

Should  you  require  additional  copies  of  the  guide,  you  may  place  an  order  directly  with  the 
Ministry  of  the  Attorney  General’s  Print  Shop,  located  at  720  Bay  Street,  Toronto  ON  M5G  2K1, 
by  sending  the  attached  form  duly  completed  and  signed. 

Along  with  the  guide  we  offer  a  customer  service  workshop,  “At  Your  Service. .  .In  English  & 
French”.  The  workshop  is  designed  to  help  justice  ministry  employees  define  and  implement 
service  quality  improvements  and  make  our  services  more  effective,  accessible  and  user  friendly, 
in  both  English  and  French. 
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